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ARTICLE 2. ELECTRIC UTILITIES

R14-2-201. Definitions

In this Article, unless the context otherwise requires, the following deFinitions shall apply. In addition, the definitions

contained in Article 16, Retail Electric Competition, shall apply in this Article unless the context otherwise requires.

l . No change

2. No change

3. No change

4. No change

5. No change

6. No change

7. No change

8. No change

9. No change

10. No change

l 1. No change

12. No change

13. No change
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a.

b.

"Inability to pay=" Girsoaaisteraees-whei=e means a circumstance under which a residential customer:

Cannot pay the full balance of the customer's monthly bill;

Has signed a declaration and. if requested. has provided documentation issued by an

Arizona or U.S. aovemmental agency or a licensed medical practitioner verifying that the

customer :

i.

i i.

iii.

Is at least 62 years of adze.

Has a physical or mental condition that substantially limits the customer's abilig

to manage resources. carry out activities of daily living or secure protection from

nezlect or hazardous situations without assistance from others.. or

Has a medical condition that makes termination of electric service especially

c.

dangerous to the customer's health, and

Meets one of the following:
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81 i .

b= ii.

Is not gainfully employedanduaabletepay;as verified by documentation issued

by the Arizona Department of Economic Securitv or the Arizona Department of

Revenue,

Qualifies for more overnment welfare assistance, as verified by

documentation issued by the Arizona Department of Economic Security or the

U.S. Social Securitv Administration, but has not ybegun to receive assistance

;- - .. . : . . . . .

G : iii.

thege4eHimQHHvelf&»=efirssiswuieeaeenesng

Has an annual income below the published federal poverty level-amdcanpteduee

as verified by documentation issued by the Arizona

Department of Revenue or the US. Internal Revenue Service.

. . . . . . . . . . . ; . . . . - . . . . .. - . .

4 4
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29,4
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4 4
3213.1

as;
34=81

so;
seat
4 ;

No change

No change

No change

"Licensed medical practitioner" means one of the following health care providers. actively licensed

to practice in Arizona:

4 An allopathic or osteopathic physician.,

A registered nurse practitioner. or

A physician assistant.

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change
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4

r e No change

"Service reconnect charge=" 51fhe means the charge as-specified in the ;utility's tariffs whisk

must be paid by the gcustomer prior to reestablishment of electric service each time thecustomer's

eleemCity electric service is disconnected terminated for nonpayment or whenever-eei==vie.e-is

for failure otherwise to comply with the utility's tariffs.

"Service reestablishment charge-." A means the charge asspecified in the ;utility's tariffs #

must bepaid to reinitiate service at the same location where the same customer had ordered a service

éiseenneetiea termination within the preceding 12-month period.

444 ; means

4118 No change

45-*=i4!L No change

43=iL No change

448
44.

"Third party" . . . . . . a

person willing to receive notification of the a customer's pending diseentilauanee termination of

service e#3aeusteiaaetef-reeerdinetdef 4i_d_to make arrangements on behalf of said customer

to prevent termination of service.

No change

"Terminate" or "Termination" means discontinue or discontinuance of electric service to a

customer's premises. by intentional action of the utility. and is svnonvrlious with "disconnect" or

"disconnection" as used in this Article.

cc \ as I . . . . .
. . .

. . . . . .
. . . . . . . . . . . .

. .
. . . . . . . . . .

. .. . . . . . . I . . . . . . . .. . . . . . . _ . . . . .

. . ~ " . 1. . . .7

9

Provision of ServiceR14-2-208.

A. No change

No change

No change

No change

B.

No change

No change

No change

No change

No change

c .

1.

2.

3.

No change

1.

2.

3.

4.

5.

No change

l . No change
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D.

5.

- . : - : . . .a.
.

b.

6.

a.

b.

c.

d.

e.

f

2.

2. No change

3. No change

Service interruptions

1. No change

2. No change

3. No change

4. When a utility plans to intemrpt service for more than four hours to perform necessary repairs or

maintenance, the utility shall attempt to inform affected customers, at least 24_ hours in advance,

of the scheduled date and estimated duration of the service interruption. Sash A utilizer shall

co lets repairs shallbeeenapleted in the shortest possible time to minimize the inconvenience to

the customers of the utility.

5l3l=leA utility shall notify the Commission, Consumer Services Section, sha.ll.-be-netiiieé of an

interruption in service affecting the entire system as follows:

telephone or by submitting an Outa2e Report Form through the Commission's website.

w=ithin~t4ve-l=iem=s as soon as practicable after the responsible representative of the utility

becomes aware of said interruption, and

If the notice ismadeby telephone, by submitting a follow-up fblleweé-bya written report

to the Commission, Consumer Services Section. within 24 hours after the initial notice.

A utility's notification made under subsection (D)(5) shall include at least the following:

The name of the utility and of the responsible representative making the re[&rt,

The telephone number of the responsible representative.

The locations and number of customer connections affected by the outage,

The substations and feeders involved m the outage.

The start and end times of the outage,

The duration of the outage. and

The cause of the outage.

E.

F.

No change

No change

1. No change

2. No change

R14-2-211. Termination of Service

A. I>Ieiapei=n=iissIbJe-reaisensto4iseeoneet Restrictions on temiination of service: recordkeeping and repayment

requirements

l . Delinquency A utility shall not terminate service to a customer due to delinquency in payment for

services rendered to a prior customer at the premises where service is being provided, exceptinthe

iastanse-whereunless the prior customer continues Io reside on the premises.
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2.

3.

4.

5.

Failureeiltheeustenaet A utility shall not terminate service to a customer due to the customer's

to pay for services or equipment which are not regulated by the Commission.

Neapa5=la=1ea=l&A utility shall not terminate service to a customer due to the customer's nonpayment

of a bill related to another class of service.

Failure A utility shall not terminate service to a customer due to the customer's failure to pay for

the portion of a bill imposed to correct a previous underbilling due to an inaccurate meter or meter

failure. provided that if the customer agrees to pay the portion of the bill attributable to correction

ofunderbilline in full over a reasonable period of time months established by the utility.

A utility shall not terminate residential service w=l=ie1=ethe acustomer has an inability to pay

i f thecustomer can establish. O11 an annual basis. through documentation Rom a licensed medical

practitioner:

. : . .  : : _ : .a. . . _ ~ . . . . . . . . . . .

re tioner

b.

,  m  t h e

opinion of a licensed medical physieiaa termination would be

especially dangerous to the health of a customer or a permanent resident

residing on the customer's premises, or

Life That there is medically-necessarv equipment used in the home that is

dependent on utility service for operation e£swuGhapparatus;ef

| . .c .

. . . . . . : : . ~ " .6. .

a

b.

:: : . " . : ; . :. - ; . . . . . .. . . . . .

c .

ii.

. , , A utility shall not terminate residential

service to a customer who have an inability to pay willinet-be4eil=miaaated until the utility has

complied with subsection (D) and completed all of the following havebeeaettenapted:

The utility has intbrmed the customer hasbeen-inilenned of the availability of Binds from

various government and social assistance agencies i

provided the customer the contact information for those agencies;

A third party l_1a§_previously designated by the customer to receive delinquency

and termination information. the utility has notified the third Lrtil hasbeerrnetviéed.and

. . that the customer's bill is

delinquent and allowed the third party three days to make arrangements to pay the

delinquent utility bill. alter which the delinquent bill has not been paid;

At least 48 hours before the date upon which termination would occur. the utility has:

i. Notified the customer or an adult resident of thepremises in person at the address

where service is provided. or

Made at least two efforts for in-person contact at the customer's residence during

each of which the utility has posted written notices in two conspicuous locations

at the residence, such as OI1 a front door arid on or next to a garage door or cggort

6



d.

e.

7.

44;

s

10.

11.

b.

c.

12.

door. Ki-person contact may include enlzazinsz in conversation via telephone widl

the customer.

The utility shall not be required to perform an in-person visit with a customer who has

previously threated the utility or its employee. The utility shall maintain documentation of

all threatening occurrences.

After comuletina the requirements of subsections (A)(6)_(al through (cl the utility has

telephoned the customer to provide notice of the termination by spealdnv to the customer

or an adult resident of the premises or by leaving a voice message.

A utility shall retain for three years records demonstrating its compliance with subsection [A)(6).

A utility may require a customer whose service is not terminated under

subsection (A)(4) or (A)(5) abe=veaaaybei=equii=e4 to enter into a deferred payment agreement Mih

the utility within 10 days after the sehedtltled-tefnainatieo date OI] which service otherwise would

have been terminated.

Deputed-bi ef+A utility shall not terminate service due to a custoiner's failure to pay the

disputed portion of a bill if the customer has complied with the.Gemiraissienlerefleeen-eusteaaer

bill-disputes R14-2-2 l2(B).

A utility shall not terminate residential service to a customer if the local weather forecast, as

predicted by the National Weather Service. indicates that dMn8 the next Iv e days the weather in

the area of the customer's service address:

a. Will include temperatures diet do not exceed 32°F.

b. Will include temperatures that exceed 105° F; or

c. Will include other weather conditions that the Commission has determined. by order. are

especially dangerous to health.

If a utihtv would have terminated a customer's service but for subsection (Al.(10l the utility shall:

a. Immediately notify the customer. using the customer's preferred method of communication

O11 tile of:

i. The reason the utility is not permitted to disconnect service.

ii. The expected date on which termination of service will be permissible and

iii. The customer's responsibilities under subsection (GY.

Not impose anv late fees or interest on anv past due amounts that otherwise would have

accrued while weather conditions fall within subsection (A)(lOl; and

Require the customer, within 15 days after weather conditions no longer fall within

subsection (Al( low. either to pay the delinquent bill in full or to enter into a Qa14ent plan

to repay the delinquent bill through installments over a period of four months.

A utility shall not terminate residential service to a customer unless the utilig"s call centers and

office or business facilities are open and available to the public on the day of termination and the

day following the day of termination.

7



13.

14.

B.

2.

a.

b.

c.

28

3~i

c .

2.

a.

c.

A utility shall not terminate residential service to a customer if thecustomer has paid at least half of

the customer's delinquent bill balance within the last 25 days or if the customer's delinquent bill

balance is less than or equal to $75.00.

If a customer has a deposit with the uLilitv, the utility shall use the deposit to pay any delinquent

amount on the customer's account before terminating service and shall allow the customer time to

repay the deposit in installments over a period of four months.

Termination of service Mthout notice: recordkeeping requirement

1. In a competitive marketplace, if a customer's account with the SElectric Service Provider cannot

erdesadiseeanleet becomes delinquent. the Electric Service Provider may not terminate service to

the customer iii=aenpaganaeat but eaneniy mgysend a notice of contract cancellation to the customer

and the Utility Distribution Company.

A utility may terminate service to a customer's premises

without advance written notice

5l3heeaeisteaaeee£Failure to terminate service would result in an obvious hazard to the safety

or health of the eeasumer customer or the general population, or the utility's personnel or

facilities=;

The utility has evidence of meter tampering or fraud related to the customer or the

customer's premises=. or

Failure-eila customer has failed to comply with the curtailment procedures imposed

by a Mgutility during supply shortages.

:Phe utility that has terminated service under subsection (Bl(2l shall not be required to restore

service until the situation that resulted in the termination have h__@_been corrected

to the satisfaction of the utility.

Each utility shall maintain a record of all terminations of service without notice. This record shall

be maintained for a minimum of one year and shall be available for inspection by the Commission.

5. The provisions of R14-2-21 l(A)(6l shall not apply to this subsection.

Termination of service with notice

1. In a competitive marketplace, if a customer's account with an Electric Service Provider becomes

delinquent. the Electric Service Provider may not

terminate service to the customer but canonly send a notice of contract cancellation to the

customer and the Utility Distribution Company.

Except as provided in subsection (Al. A futility may diseenaeet terminate seMce to aiayeastenaer

a customer's premises for any of the fol1owin2 reasons.-reasetaistatedbele=w-provided that the utility

has met complied with the notice requirements of subsection (D):

Customer violation of any of the utility's tariffs or of the Commission's rules.

b. Failure of the customer to pay a delinquent bill for utility service,

Failure of the customer to meet or maintain the utility's deposit requirements,

8



d.

e.

f .

211

D.

. . . : . . . : . . . :

Failure of the customer to provide the utility reasonable access to its equipment and

property,

Customer breach of a written contract for service between the utility and customer,

When necessary for theutility to comply with an order of any governmental agency having

such jurisdictiom.,_Q;

sz. Unauthorized reside of equipment or service by the customer.

Eaela ;\_utility shall maintain a record of all terminations of service with notice. This record shall be

maintained for one year and §L1_2 be available for Commission inspection.

Termination notice requirements; disputes

1. Ne At least 10 days before a utility shall-ternainate terminates service to aayeilits-easteaa8ers a

customer's premises under subsection (C). the utility shall provide the customer

advance =vv1=ittea-notice Tetheeusteflaer of the utility's intent to diseeaaeet terminate service,e*eept

. using the customer's

2.

a.

b.

preferred method of communication on file.

Such A utility shall include at least the following

information in an advance notice required under subsection (D)_(1 ):

The name of the person customer whose service is to be terminated and the address where

service is being rendered=,

If  service is to be terminated because the customer has violated a utility tarif f  or

Commission rule. the name of the utility tarif f  or Commission rule violated and an

explanation of the violation:

: . .. . . u . : . - : : . . . : . . . . . . . . . - :b ; If sen/ice is to be terminated

because the customer has failed to pay a delinquent bill for utility service, the amount of

the bill . . . .. v s C 2 . : , g 1 . . : . :

d.

e.

i i

2.

and the date payment WaS due:

If service is to be terminated because the customer has failed to meet or maintain the

utijitv's deposit requirements. the amount the customer has on deposit and the amount the

customer is required to haveon deposit,

If service is to be terminated because the customer has failed to provide the utiligv

reasonable access to its equipment and property. a description of the access required and a

description. includinsz dates. o f the customer's failure to provide access;

If service is to be terminated because the customer has breached a written contract for

service between the customer and the utility. identification of the contract provision

breached and a description of the circumstances constituting a breach.

If service is to be terminated because the termination is necessary for the utility to comply

with an order of anv governmental asaencv having such judsdicNon., a description and. if

possible, a copy of the order:

9



h.

<

<4

3.

4

;

8

. . 5 . :  . . . . . ..

Q ;

3  d  the  ut i l i t

314

E.

.. . . . . . . . - . - . . - " - . . v " . . . -

If service is to be terminated because the customer has engaged in unauthorized resale of

equipment or service. a description of the circumstances, including dates, constituting such

The date on or after which service may be terminated-.,

A statement advising the customer to contact the utility at a specific address or phone

number fer to receive information regarding any deferred payment ro am or other

procedures which the utility may offer, or to work out senaeether lmutually agreeable

solution to avoid termination of the customer's service=3@

Arstaternent-advising-the-eustemer-that A description of the requirements of subsection

(D)(3). along with the specific address or phone number for the customer to call to raise a

dispute.

A utility shall ensure that a customer is afforded the right to dispute the utility's stated reason for

the termination in accordance with the following:

A utility shall maintain a specific address or phone number for customers to use to raise a

dispute with the utility

To dispute a utility's reason for termination. a customer shall byeentaeting contact the

utility at a Qgspeciiic address or phone number,before the scheduled date of termination,

advising the utility of the dispute and naalei¢agar=r=angenaeatsrequesting to discuss the cause

for termination with a responsible employee of the utility inad=va4neeetitlae.scheduled.date

i

f lee If a customer raises a dispute. a utility shall ensure that a responsible employee shall

be of the utility. who is empowered to resolve the customer's dispute, and discusses the

cause for termination with the customer before the scheduled termination date,

the-1_f_a utility determines after discussion with a disputing

c us tom er . . . .

that the reason for termination is just, the utility may terminate service to the customer.,

unless prohibited by subsection (AL and

If a utility decides to terminate service to a disputing customer as permitted in subsection

advising shall inform the customer of the termination and of his

customer's right to file a complaint with the Commission.

Whereapplicable-If a customer has designated a third party for the customer's account, a utility

shall ensure that a copy of  the Termination notice will-be provided to the customer is

simultaneously fenweeded 8_n;to designated third pa4=ties_gg;gg.

Timing of terminations with notice

l . Each utility shall be-requiredtogive provide the advance notice required by subsection (DHI) at

' . . by providing a copy of the

advance notice to the customer, using the customer's preferred method of communication on file.

10



or by placing the advance notice with first class postage prepaid and addressed to t he customer's

last mown address. in the U.S. mail.

. . . . .. . . .  ;
7. . . . . . . . .. . . . . . . . . - .. : :- . : .

7

3.

add4=ess=

If aitef the period of time allowed by the advance notice has elapsed, and the delinquentaeeeuar

.

. . 1
. . . .

4.

5.

F .

customer has not remedied the cause for termination to the utility's satisfaction, the utility §ha_l1

provide the customer a final notice. two days before the termination date specified using the

customer's preferred method of communication OI] file. If the customer has not remedied tlle cause

for termination after the two days have passed, and subsection (A) does not apply. the utility may

then terminate service on or after the day specified in the@§notice without giving further notice.

Seleviee-A utility may only be-disconnected terminate service after compliance

with subsection R14-2-21 l(Al(6l.

5FheA_utility shall have the right (but not the obligation) to remove any or all ofits property installed

on the gcustomer's premises upon the termination of service.

Landlord/tenant rule. Insituatfieias-wlaere service is rendered at an address different from the mailing

address of the bill, or where the util ity knows that a landlord/tenant relationship exists and that the landlord

is the customer of the utility, and where the landlordas-a customer account becomes would-otherwise-be

subject to diseeaaeetienterminationof sewice4 @njQtheutilaty-nastyinetdiseenaeet-senaee
. . I

1 .

2.

4

In addition to complvinxz with subsections (IP) and (EL

the utility:-after-prev:drag-netieeas-required--isa--theserules;_shall offer the occupant the an

opportunity to subscribe for service in l=niseH=aer~ew=nthe occupant's name.

If the occupant :hen declines to Se subscribe to service in the occupant's name, the utility may

diseenaeet terminate service pur=s4aanHether=ules as permitted under subsections (C) through (El.

A utility shall not require or attempt to feeeves8=onaa4eeaant require an occupant to pay er-eenditien

sen#=iee4ea-tenant-with-theqaaynaent-of any outstanding bills or other charges due span @_the

eutstandilagaccount of the landlord.

- .___1:t@§&4age44hteug449e¢ebet_1_5

: : . .

; . : . I9 9 >

7 . . _

4891-2§489's¢<0f
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G.

1.

2.

3.

i.

ii.

Customer responsibility

A customer shall be responsible for managing energy use when a utility is not permitted to terminate

service to the customer under subsection.(A).

A customer shall be Einanciallv responsible for anv bill accrued duninsz a period when a utility is not

permitted to terminate service to the customer under subsection (A).

A customer shall. within 15 days after receivinfz utility notice under subsection (Ali 12):

Agree to pay the outstanding bill in full wltlun 15 days after subsection (A)( I O' no longer

applies, or

Enter into a payment plan to repay the delinquent bill through installments over a period

of four months after subsection (A)(10) no longer applies.
9
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R14-2-212. Administrative and Hearing Requirements

A.

1.

2.

Customer service complaints

Each utility shall make a full and prompt investigation of all service complaints made by its

customers, eiMet whether made directly or through the Commission

The utility shall respond to the complainant and the Commission representative within five

working days as to the status of the utility investigation of the complaint.

1 2



3.

4.

5.

a.

b.

c .

6.

B.

2.

c .

: . . : ; . . : . . . 1: . . : . . . . . . . :

d.

3.

c.

2.

The utility shall notify the complainant and the Commission representative of the final disposition

of each complaint. Upon request of the complainant or the Commission representative, the utility

shall report the findings of its investigation in writing.

The utility shall inform the customer of his right of Qappeal to the Commission if dissatisfied

with the results of the utility's investigation or the final disposition of the complaint.

Each utility shall keep a record of all written service complaints received which shall contain, at a

minimum, the following data:

Name and address of thecomplainant,

Date and nature of the complaint,

Disposition of the complaint; and

d. A copy of any correspondence between the utility, the customer, and the Commission.

This record shall be maintained for a minimum period of one year and shall be available for

inspection by the Commission.

Customer bill disputes

l . Any utility customer who disputes a portion of a bill rendered for utility service shall. prior to the

delinquent date of the bill. pay the undisputed portion of the bill and notify the utility's designated

representative that such unpaid amount is in dispute

Upon receipt of the customer notice of dispute, the utility shall:

a. Notify the customer within five worldng days of the receipt of a written dispute notice=,

b. Initiate a prompt investigation as to the source of the dispute=,

Withhold diseenneetien termination of service until the investigation is completed and

the customer is informed of the results= . in writing if requested by 0pe&requestof the

c us tom er . . . . . .3

Infortn the customer of his tllgright ef appeal to the Commission if dissatisfied with

the results of the utility's investigation.

Once the customer has received the results of the utility's investigation, the customer shall. within

five working days, submit payment to the utility for any disputed

amounts. Failure to make full payment shall be grounds for termination of service.

Commission resolution of service and bill disputes

l . In the event a customer and utility cannot resolve a service or bill dispute, the customer shall file a

written statement of dissatisfaction with the Commissions by QLsubmitting steleiaetiee a written

statement of dissatisfaction to the Commission, the customer shall be deemed to have filed an

informal complaint against the utility.

Within 30 days of the receipt of a written statement of customer dissatisfaction related to a service

or bill dispute, a designated representative of the Commission shall endeavor to resolve the dispute

byeenaspendeneeer-telepheae through communications with the utility and the customer

(written or telephonic or both. Irresolution of the dispute is not achieved within 20 days of the
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Commission representative's initial effort, the Commission shall hold an informal hearing to

arbitrate the resolution of the dispute The informal hearing shall be governed by the following

rules:

a.

b.

c .

d.

: : . . : = . . . . . : . . = . . 1 . - : . ; '

e.

3.

4.

D.

2.

E .

2.

3.

Each party may be represented by legal counsel, if desired.

All such informal hearings may be recorded orheld m the presence of a stenographer.

Atlas-parties-wilIEach party shall have the opportunity to present written or oral

evidentiary material to support the 's osit ion.

Allparties Each and the Commission's representative shall begivea the

opportunity . to cross-examine each other

288.

The Commission's representative will §§ render a written decision to all parties within

five working days after the date of the informal hearing. Seek written decision of the

errbitreterCommission's representative is not binding on any of the parties, and the

parties oillstilHaaive shall retain the right to make a formal complaint to the Commission.

The utility may implement normal termination procedures if the customer fails to pay all bills

rendered during the resolution of thedispute by the Commission.

Each utility shall maintain a record of written statements of dissatisfaction and their resolution for

a minimum of one year and make such records available for Commission inspection.

Notice by utility of responsible officer or agent

1. Each utility shall tile with the Commissionrtlaneugh-Deeleet€enH=el; a written statement

containing the name, address (business, residence, and pestegieemailing) and telephone numbers

(business and residence) of at least one officer, agent, or employee responsible for the general

management of its operations as a utility in Arizona.

Each utility shall give notice, by filing a written statement with the ComznissionrtlafeuglaDocket

Geatrel; of any change in the information required herein within five days from the date of any

such change.

Time-frames for processing applications for Certificates of Convenience and Necessity

l . This rule prescribes time&ames for the Colnmission's processing of any application for a

Certificate of Convenience and Necessity

pursuant to this Article. These time-'Names shall apply to applications filed on or after the effective

date of this rule.

Within 120 calendar days after receipt of an application for a new Certificate of Convenience and

Necessity, or to amend or change the status of any existing Certificate of Convenience and

Necessity, staff shall notify the applicant, in writing, that the application is either administratively

complete or deficient. If the application is deficient, the notice shall specify all deficiencies.

Staff may teamiaate cease its review of an application if die applicant does not remedy all

deficiencies within 60 calendar days of the notice of deficiency.
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4.

5.

6.

Alter receipt of a corrected application, staff sM1 notify the applicant within 90 calendar days if

the corrected application is either administratively complete or deficient. The time-frame for

administrative completeness review shall be suspended from the time the notice of deficiency is

issued until staff determines that the application is complete.

Within 150 days after an application is deemed administratively complete, the Commission shall

approve or reject the application.

For purposes of A.R.S. §41-1072 et seq., the Commission has established the following time-

tiames:

a.

b.

c.

7.

8.

F.

I

Administrative completeness review time-Name: 120 calendar days

Substantive review time-iiame: 150 calendar daysand

Overall time-'dame: 270 calendar days

If an applicant requests, and is granted, an extension or continuance, the appropriate time-frames

shall be tolled from the date of the request during the duration of the extension or continuance.

During the substantive review time-frame, the Commission may, upon its own motion or that of

any interested party to the proceeding, tequessasuspensienef spend the time-franue mies.

Filing and availability of tariffs

1. Each utility shall file with the Commission, throughDeeket-Gentilol within 120 days a&er the

effective date of new rules or requirements adopted by the Commission. or within a shorter period

ordered by the Commission, tariffs that comply with the mies and

. . r requirements adopted by the Commission

2.

. .. ::. -: . . :

Each utility shall file with the Commissionytlweaglr-BasketGeaa=el; any proposed changes to the

utility's tariffs on file with the Commission, . . a

3.

4.

G.

2.

along with a statement ofjustilication supporting the proposed €at=i83ehaage chantzes.

Amy A utility's proposed change to the utility's tariffs on file with the Commission shall not be

become effective until reviewed and approved by the Commission. except as provided for by law.

Each utility shall make its applicable tariffs available on its website and. upon request, either in

paper form or in a readily accessible electronic format such as Adobe PDF.

Accounts and records

l . Each utility shall keep general and auxiliary accounting records reflecting the cost of its

properties, operating income and expense, assets and liabilities, and all other accounting and

statistical data necessary to give complete and authentic information as to its properties and

operations.

Each utility shall maintain its books and records in conformity with the Uniform Systems of

Accounts for Class A, B, C and D Electric Utilities as adopted and amended by the Federal Energy

Regulatory Commission or, for electric cooperatives, as promulgated by the Rural Utilities

Service.
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3.

4.

5.

54

H.

1.

J .

A utility shall produce or deliver in this state any or all of its formal accounting records and related

documents requested by the Commission. It may, at its option, provide verified copies of original

records and documents.

All utilities shall submit an annual report to the Commission, through the Utilities Division

Compliance Section, on a font prescribed by it. The annual report shall be filed

on or before the 15th day of April for the preceding calendar year. Repels If the utility has

received a report O11 the utility prepared by a certif ied or licensed public accountant eatheotility,

it iany; the utility shall aeeenapaay-the include a copy of the report with its annual report

submission.

All utilities shall submit to the Commission. through the Utilities Division Compliance Section, a

copy of all reports required by the Securities and Exchange Commission.

All utilities shall tile-withsubmit to the Commission, through the Utilities Division Compliance

Section, a copy of all annual reports required by the Federal Energy Regulatory

Commission and in addition, for electric cooperatives, annual reports required by the Rural

Utilities Service.

Maps. All utilities shall file with the Commission;tlafeugh-Docket-Gentsel; a map or maps clearly setting

forth the location and extent of the area or areas they hold under approved certificates of convenience and

necessity, in accordance with the Cadastral (Rectangular) Survey of the United States Bureau of Land

Management, or by metes and bounds with a starting point determined by the aforesaid Cadastral Survey.

Variations, exemptions of Commission mies ad-regulatsens. Variations or exemptions torn the terms and

requirements of any of the rules included herein (14 A.A.C. 2, Article 2) shall be considered upon the

verified application of an affected party to the Commission setting forth the circumstances whereby the

public interest requires such variation or exemption from die Commission rules andregulatiens. Such

application will be subject to the review of the Commission, and any variation or exemption granted shall

require an order of the Commission. In case of conflict between these rules hadfegulatieos and an

approved tariff or order of the Commission, the provisions of the tariff or order shall apply.

Prior agreements. The adoption of these rules by the Commission shall not affect any agreements entered

into between the utility and customers or other parties who, pursuant to such contracts, arranged for the

extension of facilities in a provision of service prior to the effective date of these rules.

A RTICL E 3.  GAS UTIL ITIES

R14-2-301. Definit ions

In this Article, unless the context otherwise requires, the following definitions shall apply:

l . No change

2. No change

3. No change

4. No change

5. No change
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6.

7.

8.

9.

10.

11.

No ChaI1gc

No change

No change

No change

No change

No change

No changea.

b. No change

c.

12.

13.

14.

15.

16.

17.

No change

No change

No change

No change

No change

No change

No CllaIlg€
S c a s .

S e . . . . . . . .a s

9 . : .  : . . . . - . . .
Jo 9

. . . . . . .- » .. . . . . . . . . ¢ . . . .. - .......... .....
c c asI .... . u

. . . .....c, , : . . . . " . . . . . . _ . . :

9: . . : . . . . . : . . . . . . . . .=.

24-l!L "Inability to pay?' Gi§=eaaas&anees»whe1=e- means a circumstance under whicha residential

customer:

a.

b.

Cannot pay the full balance of the customer's monthly bill.

Has sinned a declaration and, if requested has provided documentation issued by an

Arizona or US. governmental a2encv or a licensed medical practitioner verifying that the

c mer:

i.

i i.

Is at least 62 years of age,

Has a physical or mental condition that substantially limits the customer's

ability to manaeze resources, carry out activities of daily living. or secure

protection from neglect or hazardous situations tom others. or

Has a medical condition that makes termination of gas service especially

c.

dangerous to the customer's health: and

Meets one of the followinsz:

1 7



8: i .

b= ii.

Is not gainfully employed and-unabletepay,as verified by documentation

issued by the Arizona Department of Economic Securitv or the Arizona

Department of Revenue, Er

Qualifies for more overnment welfare assistance,as verified by

documentation issued by the Arizona Department of Economic Securitv or the

U.S. Social Securitv Administration,but has notvet begun to receive assistance

: . . : . . . . - : . : . . . . . . . . . . . . " . . : : . .

6: ii.

s<**€H'1H=\@H¢-w@¥f&1=°@ss*s*=HB°°8¢H@5e= or

Has an annual income below the published federal poverty level aaéeea

as verified by documentation issued by the

Arizona Department of Revenue or the U.S. Internal Revenue Service.

. . : . . : . . . : z
1 7

%2=

20.

a.

b.

8 4
344
be;
244
421
244
421
344
4 4
24
8
34
Asa;
34M
# &
4 4
39=3i

No change

"Licensed medical practitioner" means one of the following health care providers. actively

licensed to practice in Arizona:

An allopathic or osteopathic physician.

A registered nurse practitioner. or

c. A physician assistant.

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change

No change
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44&

44;

438
43

44.£

454;
44.

"Service reconnect charge=" A means the charge as specified in the ;utility's tariffs which

must be paid by the acustomer prior to reestablishment of gas service each time the customer's

gas service is éiseeaaeeteé terminated for nonpayment or for

failure otherwise to comply with the utility's tariffs.

"Service reestablishment charge-." A means the charge as specified in the ;utility's tar Ffs for-that

must be paid to reinitiate service at the same location where the same customer had ordered a

service diseenneetiea termination within the preceding I2-month period.

No change

No change

No change

No change

"Terminate" or "Termination" means discontinue or discontinuance of was service to a customer's

premises by intentional action of the utility, and is synonymous with "disconnect" or

"disconnection" as used in this Article.

No change46=*&

44=f1_4i

48=£7.=

-43hu=dpattyaetiee--.4 Th d party ears nie9ee4eaHeanmdaadoadefapubheeaa9 a

[SOD willing to receive notification of the a customer's pending diseeatianaanee termination of

service etlaeustenaer=e£reeefd-1nerderand to make arrangements O11 behalf of said the customer

to prevent termination of service.

No change

Sc 95A \ . . . : . L  : . . . . . . . .. . . . . . . . . . . . . . . .

. . . . ... . . . . . . . . . ,  . . . . . . . . . . . n . ............. . .. . - . ... - ..~ . . -..
.. .. ... ..... v . . .. . . . .., . . .... .. . .. . ... ... . ..... ~ . .. . .... .~ . . ..~9

5 l. g. . . g" . 1 ; .
. . . . . . ........_..... - . ...- .. ..esp '

Provision of ServiceR14-2-308.

A. No change

1. No change

2. No change

3. Each utility may, at its option, refuse service until the customer's pipes and appliances have been

tested and found to be safe, free from leds, and in good operating condition. Proof of such testing

shall be in the form of a certificate executed by a licensed plumber of local inspector, certifying

that the customer's facilities have been tested and are in safe operating condition.

No change

B.

4.

No change

l . No change

2. No change
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c.

3. No change

4. No change

5. No change

Continuity of service. Each utility shall make reasonable efforts to supply a satisfactory and continuous level

of service. However, no utility shall be responsible for any damage or claim of damage attributable to any

interruption or discontinuation of service resulting from:

1. Any cause against-=w4=iieh the utility could not have reasonably foreseenor made provision for,

such as force majeure,

Intentional service inteouptions to make repairs or perform routine maintemancegg

Curtailment.

D.

E.

5.

2.

3.

No Change

Service Intemiptions

1. No change

2. No change

3. No change

4. When a utility plans to interrupt service for more than four hours to perform necessary repairs or

maintenance, the utility shall attempt to inform affected customers, at least 248_ hours in advance,

of the scheduled date and estimated duration of the service intemiption. Slash A utility shall

complete repairs shallbeeempleted in the shortest possible time to the inconvenience to

the customers of the utility.

5Fhe A utility shall notify the Commission, Consumer Services Section, shall-beaetified of

intemaptielasanv interruption in service affecting the eatitesystem

p8ttli6n%h€¥66£894b¥l9'~vsv

. . .a.

b.

6.

a.

b.

c .

d.

e.

f

Bv telephone or by submitting an

Outage Report Form through the Commission's website. within-ene-hour-as soon as

practicable after the responsible representative of the utility becomes aware of said

interruption i

If the notice is made by telephone. by submitting a follow-up

followedbya written report to the Commission. Consumer Services Section. within 24

hours after the initial notice.

A utility's notification made under subsection (ENS) shall include at least the following:

The name of the utility and of the responsible representative maddng the repo;

The telephone number of the responsible representative,

The locations and number of customer connections affected by the outage.

The substations and feeders involved in the outage, if applicable.

The start and end times of the outage,

The duration of the outage. and
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2. The cause of the outage.

F.

G.

2.

H.

No Change

No Change

1. No change

No change

No Change

R14-2-311. Termination of service

A . . .. . . - . . . . . . . . . . . .- . . . . . - . . . . v Restrictions OI1 termination of service; recordkeeping and

. .  in .re a ent

I .

2.

3.

4.

5.

BeliaqaenGyA utility shall not terminate service to a customer due to delinquency in payment for

services rendered to a prior customer at the premises where service is being provided, except-irrthe

instancewhere unless the prior customer continues ro reside on thepremises.

Failufeeiltheeustenaef A utility shall not terminate service to a customer due to the customer's

failure to pay for services or equipment which are not regulated by the Commission.

Nenpaynaent A utility shall not terminate service to a customer due to the customer's nonpayment

of a bill related to another class of service.

Failure A utility shall not terminate service to a customer due to the customer's failure to pay fer

the portion of a bill imposed to correct a previous underbilling due to an inaccurate meter or meter

failure. provided that if the customer agrees to pay the portion of the bill attributable to correction

ofunderbilline m full over a reasonable period of time months established by the utility.

A utility shall not terminate residential service wl=ierethe customer has an inability to pay

if the customer can establish, on an annual basis, through documentation from a licensed medical

practitioner:

. . : . . - . . . . .. . . . . . . . . . ; : - . . . . . . . . . . . : . . .a

b.

_Th,  in the

opinion of a licensed medical physieiao practitioner, termination would be

especially dangerous to the health of a customer or a permanent resident

residing on the customer's premises, or

L if e That there is medically-necessarv equipment used in the home that is

dependent on utility service for operation eisuehappafatuswr

c . . . : . . . : : . . . : : H .

6. : . . : : . : . . : . : . . . . .
9

a.

, A utility shall not terminate residential

service to a customer who have an inability to pay wilI-nethe4enaairiated until the utility has

complied with subsection (D) and completed all of the following havebeenattempted:

The eustemw Q LMS been informed the customer of the availability of funds from

various 0ovemrnent and social assistance agencies,
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b.

c .

i.

ii.

d.

e.

7.

$4;

88

SM

11.

12.

A third party previously designated by the customer to receive delinquency

and termination information. the utility has been notified the third party that the customer's

bill is delinquent and . . allowed

the third parlv three days to make arrangements to pay the delinquent utility bill, after

which the delinquent bill has not been paid:

At least 48 hours before the date upon which termination would occur. the utility has:

Notified the customer or an adult resident of the premises in person at the address

where service is provided. or

Made at least two efforts for in-person contact. at the customer's residence, during

each of which the utility has posted written notices in two conspicuous locations

at the residence, such as on a front door and on or next to a garage door or carport

door. In-person contact may include enaaaina in conversation via telephone with

the customer.

The utility SCI not be required to perform an in-person visit with a customer who has

previously threated the utility or its employee. The utility shall maintain documentation of

all threatening occurrences.

After completing the requirements of subsections (A)(6l(a) through (cl. the utility has

telephoned the customer to provide notice of the termination by speaking to the customer

or an adult resident of the premises or by leaving a voice message.

A utility shall retain for three years records demonstrate its compliance with subsecuon (A)(6).

A utility may require a customer whose service is not terminated under

subsection (A)(5) or (6) naaybetequined to enter into a deferred payment agreement with the utility

within 10 days after the scheduled-ternainatien date on which service otherwise would have been

terminated.

Failure A utility shall not terminate service to a customer's premises due to the customer's failure

to pay the bill of another customer as guarantor thereof

1;45pa¢¢4-43414§_w;,e,=@ A utility shall not terminate service due to a customer's failure to pay the

disputed portion of a bill if the customer has complied with theGenaiaaissien-'snaleseneusteaaer

Billdisputes R14-2-3 l2(B).

A utility shall not terminate residential service to a customer if the local weather forecast. as

predictedby the National Weather Service, indicates that during the next five days the weather in

the area of the customer's service address:

a. Will include temperatures that do not exceed 32° F, or

b. Will include other weather conditions that the Commission has detennM by order, are

especially dangerous to health.

If a utility would have terminated a customer's service but for subsection (A)(l ll. the utility shall:
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a.

b.

Immediately notiiV the customer, using the customer's preferred method ofcommunication

on f ile of

i. The reason the utility is not permitted to disconnect service.

ii. The expected date on which termination of service will be permissible. and

iii. The customer's responsibilities under subsection (G).

Not impose anv late fees or interest on anv past due amounts that otherwise would have

accrued while weather conditions fall within subsection (Ali11); and

c . Require the customer, within 15 days after weather conditions no ionizer fall within

subsection (A)(l 1). either to pay the delinquent bill in hill or to enter into a payment plan

13.

14.

15.

B.

b.

c .

2.

3.

c.

to repay thedelinquent bill through installments over a period of four months.

A utility shall not terminate residential service to a customer unless the utility's call centers and

once or business facilities are open and available to the public on the day of termination and the

day following the day of termination.

A utility shall not terminate residential service to a customer if the customer has paid at least half of

the customer's delinquent bill balance within the last 25 days or if the customer's delinquent bill

balance is less than or equal to $75.00.

If a customer has a deposit with a utility. the utility shall use the deposit to pay anv delinquent

amount on the customer's account before terminating service arid shaU allow the customer time to

repay the deposit in installments over a period of four months.

Termination of service without notice, recordkeeping requirement

l . A utility may terminate service to a customer's premises

without advance written notice

a. Theexisteneeei=Fai1ure to terminate service would result in an obvious hazard to the safety

or health of theeensaifner customer. or the general population. or the utility's personnel or

facilities;

The utility has evidence of meter tampering or fraud related to the customer or the

customer's premises=;_cg

Failoreeile customer has failed to comply with the curtailment procedures imposed

by a utility during supply shortage.

The utility that has terminated service under subsection (Bl(1) shall not be required to restore

service until the situation that resulted in the termination have been corrected

to the satisfaction of the utility.

Each utility shall maintain a record of all terminations of service without notice. This record shall

be maintained for a minimum of one year and shall be available for inspection by the Commission.

4. The provisions of R14-2-311(A)(61 shall not apply to this subsection

Termination of service with notice
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1.

a.

b.

c.

d.

e.

f.

2.

D.

.  : .  :

A Except as provided in subsection (A). a utility may diseenaeet terminate service to anyeustemer

a customer's premises for any reasonstated-below of the following reasons. provided the utility

has met£ggQ1j5;§_ the aetiee requirements requirements of

subsection (D):

Customer violation of any of the utility's tariffs or of the Commission's rules,

Failure of the customer to pay a delinquent bill for utility service=,

Failure of the customer to meet or maintain the utility's deposit requirements,

Failure of the customer to provide the utility reasonable access to its equipment and

Pr<>per¢y=.

Customer breach of a written contract for service between the utility and customer=,

Whennecessary for the utility to comply with an order of any governmental agency having

such jurisdiction=Q;

2. Unauthorized reside of equipment or service by the customer.

Each utility shall maintain a record of all terminations of service with notice. This record shall be

maintained for one year and be available for Commission inspection.

Termination notice requirements, disputes

l . Ne At least 10 days before a utility shalkenninate terminates service to @tH5*@¥itGGestemetswitheet

p1=e=\=idinga customer's premises under subsection (C), the utility shall provide the customer advance

written notice Te-theeustenaer of the utility's intent to diseenaeet terminate service, except-undef

. using the customer's

preferred method of communication on file.

2. . . . . : . . . : . ; : : . . . : : . . . .

a.

b.

, , A utility shall include at least the following

information in an advance notice required under subsection (Dl(1 ):

The name of the person customer whose service is to be terminated arid the address where

service is being renderedfg

If service is to be terminated because the customer has violated a utility tariff or

Commission rule. the name of the utility tariff or Commission rule violated and an

explanation of the violation:

z. . ;l g If service is to be terminated

because the customer has failed to pay a delinquent bill for utility service. the amount of

the bill . . . .. . " . . . : : . . 1. : : . : . . . . . . . .

d.

and the date payment was due:

If service is to be terminated because the customer has failed to meet or maintain the

utility's deposit requirements. the amount the customer has on deposit and the amount the

customer is required to have on deposit:
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e.

f .

2.

h.

<=~L

i.

k.

3.

a.

b.

c .

If service is to be terminated because the customer has failed to provide the utility

reasonable access to its equipment and property. a description of the access required and a

description. including dates, of the customer's failure to provide access:\

If service is to be terminated because the customer has breached a written contract for

service between the customer and the utility, identif ication of the contract provision

breached and a description of thecircumstances constituting a breach:

If service is to be terminated because the temiination is necessary for the utility to comply

with an order of anv eovermnental aaencv having such jurisdiction. a description and, if

possible. a copy of the order,

If service is to be terminated because the customer has engaged in unauthorized resale of

equipment or service. a description of the circumstances. including dates, constituting such

889;
The date on or after which service may be terminated

A statement advising the customer to contact the utility at a specific address or phone

number to receive information regardine anv deferred payment program or other

procedures the utility may offer, or to work out a mutually agreeable solution to avoid

termination of the customer's service, and

A description of the requirements of subsection (Dl(31. alone with the specific address or

phone number for the customer to use to raise a dispute.

é A stateaaeat-andvisilagthe-eusteaaer-that utility shall ensure that a customer is afforded the

right to dispute the utility's stated reason for the termination ef»sea=viees-naay--bedisputed

accordance with the followinfa:

A utility shall maintain a specific address or phone number for customers to use to raise a

dispute with the utility;

bycontacting To dispute a utility's reason for termination. a customer shall contact the

utility at a _tllgspeciiic address or phone number,before the scheduled date of termination.

advising the utility of the dispute and aaaldngarrangements requesting to discuss the cause

for termination with a responsible employee of the utility iaadvaneeeflthe-seheduleédate

e£%ei=aaiaaaaen= ;

Ilise If a customer raises a dispute, a utility shall ensure that a responsible employee shall

be of the utility. who is empowered to resolve the customer's dispute. discusses the cause

for termination with the customer before the scheduled termination date;

d. : : :  " . . .

tier-a-meeting-and-eeneluding If a utility determines after discussion with a disputing

customer diet the reason for termination is just, the utility rnav terminate service to the

customer. unless prohibited by subsection (A): and
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SL

38

If a utility decides to terminate service to a disputing customer as pemlitted in subsection

(D)(3)(d), the utility advising shall inform the customer the termination and of his M

customer's right to file a complaint with the Commission.

Mfheteapplieable-lf a customer has designated a third party for the customer's account, a

shall ensure that a copy of the ternlination notice will-be provided to the customer is

simultaneously fefvvarrded to designated third pai=tiespg;ty.

E.

1

Timing of terminations with notice

l . Each utility shall

te »8eadate provide the advance notice required by subsection (D)(1) by providing. a copy of

the advance notice to the customer. using the customers preferred method of communication on

f ile or by placing the advance notice, with first class postage prepaid and addressed to the

customer's last known address. in the U.S. mail.

s

s . . . . .
s

3=L

address

If a£tet the period of time allowed by the advance notice has elapsed, and the delinquent-aeeeunt

. . . .. : : . : . . . . : . . g . . ; Q . : ; : . . : : : . - : . ; . : . . . : : - . :

7. . . .. . . . . . . g . . ; g .
. .

4 ;

5=i

F.

customer has not remedied the cause for termination to the utility's satisfaction, the utility

provide the customer a final notice. two days before the termination date specified, using the

customer's preferred method of communication on file. If the customer has not remedied the cause

for termination after the two days have passed. and subsection (Al does not apply. the utility may

then terminate service on or after the day specified in the f notice without giving fiirther notice.

Sewiee-A utility may only bediseenaeeted terminate service after compliance

with subsection R142-31 l(A)(6).

ilfhe utility shall have the right (but not the obligation) to remove any or all of its property installed

on the ;customer's premises upon the termination of service.

Landlord/tenant rule. Insituatiens-where service is rendered at an address different from the mailing

address of the bill, or where the utility knows that a landlord/tenant relationship exists and that the landlord

is the customer of the utility, and where the lauadlefdelse customer account becomes would-otherwise-be

subject to diseemeetiea termination of service under subsection (C)rtlheutilitymaynetdiseeaneet-sen=iee

1.

2.

In addition to complying with subsections (D) and (E), the

ut i l i ty, . . ,  sha l l  ower the  occupant the  goppo rtuni ty

to subscribe for service in l=lise1=her-e=w=a the occupant's name.

If the occupant then declines to Se subscribe to service in the occupant's name, the utility may

diseenneet terminate service pursuant-tethetales as permitted under subsections (C) through (E).
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G.

2.

3.

ii.

A utility shall not require or attempt to

thepaynaentef require an occupant to pay any outstanding bills or other charges due urea grlthe

outstanding account of the landlord.

Customer responsibility

1. A customer shall be responsible for manazina therm use when a utility is not pemtitted to terminate

service to the customer under subsection (Al.

A customer shall be financially responsible for anv bill accrued during a period when a utility is not

permitted to terminate service to the customer under subsection (Al .

A customer shall. within 15 days after receivin2 utility notice under subsection (A)(l2):

i. Agree to pay theoutstanding bill in full within 15 days after subsection (A)(1ll no longer

applies, or

Enter into a payment plan to repay the delinquent bill through installments over a period

of four months after subsection (A)( l l) no longer applies.

2.

3.

4.

5.

6.

B.

R14-2-312. Administrative and Hearing Requirements

A. Customer service complaints

1. Each utility shall make a full and prompt investigation of all service complaints made by its

customers, either whether made directly or through the Commission.

The utility shall respond to the complainant auadler Qclthe Commission representative within five

worldng days as to the status of the utility investigation of the complaint.

The utility shall notify the complainant angler Me Commission representative of the final

disposition of each complaint Upon request of the complainant or the Commission representative,

the utility shall report the findings of its investigation in writing.

The utility shall inform the customer of his Qgright ef appeal to the Commission if dissatisfied

with the results of the utility's investigation or the final disposition of the complaint.

Each utility shall keep a record of all written seMce complamts received which shall contain, at a

minimum, the following data:

a. Name and address of the complainant,

b. Date and nature of the complaint;

c. Disposition of the complaint; l

d A copy of any correspondence between the utility, the customer, euaélet Me

Commission.

This record shall be maintained for a minimum period of one year and shall be available for

inspection by theCommission.

Customer bill disputes

1. Any utility customer who disputes a portion of a bill rendered for utility service shall. prior to the

delinquent date of the bill. pay the undisputed portion of the bill and notify the utility's designated

representative that such unpaid amount is in dispute
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2.

a.

c.

d.

3.

c .

2.

Upon receipt of the customer notice of dispute, the utility shall:

Notify the customer within five worldng days of the receipt of a written dispute notice

b. Initiate a prompt mvestigation as to thesource of the dispute=,

Withhold diseenneetien termination of service until the investigation is completed and

the customer is informed of the results¢Upenrequestet. in writing if requested by the

customer . . . . . 1

Inform thecustomer oflais right ef appeal to the Commission if dissatisfied with

the results of the utility's investigation.

Once the customer has received the results of the utility's investigation, the customer shall within

five working days. submit payment to the utility for any disputed

amounts. Failure to make hill payment shall be grounds for termination of service.

Commission resolution of service angler bill disputes

l . In the event a customer and utility cannot resolve a service aaélet gbill dispute, the customer

shall file a written statement of dissatisfaction with the Commission by1iy_submitting so eh

netiee a written statement of dissatisfaction to the Commission, the customer shall be deemed to

have tiled an informal complaint against the utility.

Within 30 days of the receipt of a written statement of customer dissatisfaction related to a service

or bill dispute, a designated representative of the Commission shall endeavor to resolve the dispute

byeewespeadeneeaaadleHelepheae through communications with the utility and the customer

(written or telephonic or both). If resolution of the dispute is not achieved within 20 days of the

Commission representative's initial effort, the Commission shall hold an informal hearing to

arbitrate the resolution of the dispute. The informal hearing shall be governed by the following

miles:

a.

b.

c.

a

d.

e.

3.

Each party may be represented by legal counsel, if desired.

All such informal hearings may be recorded or held in the presence of a stenographer.

Allpewties-willEach party shall have the opportunity to present written or oral

evidentiary material to support the 's osit ion

A 4 65 Each and the Commission's representative shall begiven the

opportunity 43ei=ei=ess-exanaiaatieneiltheven=ieosparties-to crossexamine each other

9894.

The Commission's representative will render a written decision to all parties within

Eve working days after the date of the informal hearing. Sued Qigwritten decision of the

ailbiaatet Commission's representative is not binding on any of the parties, and the

parties willstillhave shall retain the right to make a formal complaint to theCommission.

The utility may implement normal termination procedures if the customer fails to pay all bilLs

rendered during the resolution of the dispute by the Commission.
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4.

D.

2.

E.

:  ; ; :  .1 - :

Each utility shall maintain a record of written statements of dissatisfaction and their resolution for

a minimum of one year and mice such records available for Commission inspection.

Notice by utility of responsible officer or agent

l . Each utility shall file with the Commission a written statement containing the name, address

(business, residence, and peste£Eee-mailing) and telephone numbers (business and residence) of

at least one officer, agent, or employee responsible for the general management of its operations as

a utility in Arizona.

Each utility shall give notice, by tiling a written statement with the Commission, of any change in

the information required herein within five days from the date of any suchchange.

Time-Names for processing applications for Certificates of Convenience and Necessity

1. This rule prescribes time-frames for the Commission's processing of any application for a

Certificate of Convenience and Necessity . .

2.

3.

4.

5.

6.

a.

b.

c.

7.

8.

F.

f iled

pursuant to this Article. These time-frames shall apply to applications tiled on or after the effective

date of this rule.

Within 120 calendar days after receipt of an application for a new Certificate of Convenience and

Necessity, or to amend or change the status of any existing Certificate of Convenience and

Necessity, staff shall notify the applicant, in writing, that the application is either administratively

complete or deficient. If the application is deficient, the notice shall specify all deficiencies.

Staff may terminatecease its review of an application if the applicant does not remedy all

deficiencies within 60 calendar days of the notice of deficiency.

After receipt of a corrected application, staff shall notify the applicant within 30 calendar days if

the corrected application is either administratively complete or deficient. The time-frame for

administrative completeness review shall be suspended from the time the notice of deficiency is

issued until staff determines that the application is complete.

Within 150 days after an application is deemed administratively complete, the Commission shall

approve or reject the application.

For purposes of A.R S. §41-1072 et seq., the Commission has established the following time-

frames:

Administrative completeness review time-Name: 120 calendar days

Substantive review time-frame: 150 calendar days;,

OveMl time-fiame: 270 calendar days.

If an applicant requests, and is granted, an extension or continuance, the appropriate time-frames

shall be tolled Bom the date of the request during the duration of the extension or continuance.

During the substantive review time-frame, the Commission may, upon its own motion or that of

any interested party to the proceeding, request-a-suspetasieaeisuspend the time-frame mies.

Filing and availability of tariffs
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1.

2.

3.

4.

G.

2.

3.

4.

5.

6.

H.

Each utility shall file with the Commission. within 120 days after the effective date of new mies or

requirements adopted by the Commission. or within a shorter period ordered by the Commission

tariffs that comply with the rules amdregaladeaspreaeulgaiedby¥he

A8eaa€e1=pei=a&ienor requirements adopted by the Commission

dateetlsaelirules.

Each utility shall file with the Commission any proposed changes to the utility's tariffs on file

with the Commission, . . alonz with a statement of

justification supporting the proposed tafiffiehange changes.

Any A utility's proposed change to theutility's tariffs on file with the Commission shall not be

become effective until reviewed and approved by the Commission. except as provided for by law.

Each utility shall make its applicable tariffs evadable on its website and. upon request, either in

paper form or in a readily accessibleelectronic format such as Adobe PDF.

Accounts and records

l . Each utility shall keep general and auxiliary accounting records reflecting the cost of its

properties, operating income and expense, assets and liabilities, and all other accounting and

statistical data necessary to give complete and authentic information as to its properties and

operations.

Each utility shall maintain its books and records in conformity with the Uniform Systems of

Accounts for Class A, B, C and D Gas Utilities as adopted and amended by the Federal Energy

Regulatory Commission.

A utility shall produce or deliver in this state any or all of its fontal accounting records and related

documents requested by the Commission It may, at its option, provide verified copies of original

records and documents.

A11 utilities shall submit an annual report to the Commission. through theUtilities Division

Compliance Section. on a form prescribed by it. The annual report shall be tiled on or before the

l 5th day of April for the preceding calendar year.RepeatsIf the utility has received a report on the

utrli repared by a certified or licensed public accountant ontheutility, itlany; theutility shall

areeenapany-theinclude a copy of the report with its annual report submission.

All utilities shall 8le-with submit to the Commission. through the Utilities Division Compliance

Section a copy of all reports required by the Securities and Exchange Commission.

All utilities shall ile-withsubmit to the Commission, through theUtilities Division Compliance

Section a copy of all annual reports required by the Federal Energy Regulatory Commission.

Maps. All utilities shall tile with the Commission a map or maps clearly setting forth the location and

extent of the area or areas they hold under approved certificates of convenience and necessity, in

accordance with the Cadastral (Rectangular) Survey of the United States Bureau of Land Management, or

by metes and bounds with a starting point determined by the aforesaid Cadastral Survey.
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1.

J.

Variations, exemptions of Commission rules andregulations. Variations or exemptions from the terms and

requirements of any of the rules included herein (Title 14, Chapter 2, Article 3) shall be considered upon

the verified application of an eected party to the Commission setting forth the circumstances whereby the

public interest requires such variation or exemption from the Commission niles andregulations. Such

application will be subject to the review of the Commission, and any variation or exemption granted shall

require an order of the Commission. In case of conflict between these rules andregulations and an

approved tariff or order of the Commission, the provisions of the tariff or order shall apply.

Prior agreements. The adoption of these rules by the Commission shall not affect any agreements entered

into between the utility and customers or other parties who, pursuant to such contracts, arranged for the

extension of facilities in a provision of service prior to the effective date of these rules.

ARTICLE 4. WATER UTILITIES

iii.

c .

R14-2-401. Definitions

In this Article, unless the context otherwise requires, the following definitions shall apply:

1. No change

2. No change

3. No change

4. No change

5. No change

6. No change

7. No change

8. No change

9. No change

10. No change

l l . No change

12. No change

13. "Inability to pay" means a circumstance under which a residential customer:

a. Cannot pay the full balance of the customer's monthly bill.

b. Has signed a declaration and, if requested. has provided documentation issued by an

Arizona or U.S. governmental agency or a licensed medical practitioner verifying that the

customer:

i. Is at least 62 years of age.

ii. Has a physical or mental condition that substantially limits the customer's ability

to manage resources. carry out activities of daily living. or secure protection iiom

neglect or hazardous situations without assistance from others, or

Has a medical condition that makes termination of water service especially

dangerous to the customer's health. and

Meets one of the following:
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i.

ii.

iii.

Is not gainfully employed, as verified by documentation issued by the Arizona

Department of Economic Securitv or the Arizona Department of Revenue,

Qualifies for monetary government welfare assistance. as verif ied by

documentation issued by the Arizona Department of Economic Securitv or the

U.S. Social Securitv Administration. but ha.s not vet betzun to receive assistances

so;

Has an annual income below the published federal poverty level as verified by

documentation issued by the Arizona Department of Revenue or the U.S. Internal

Revenue Service.

4-3=.'L

144
4-41
444
*1-F

4 4

No change

15. "Licensed medical practitioner" means one of the following health care providers. actively

licensed to practice in Arizona:

a. An allopathic or osteopathic physician,

b. A refzistered nurse practitioner. or

c. A physician assistant.

No change

No change

No change

No charge

No change

4 No change

No change

No change

No change

No change

No change

No change

No change

244
4

8 4

4 4

=?4=&

35,4
$44
4 4 "Rules"iFhe__m9_a

b.

5-*8=&

2-44
39=Q

8. In reference to Commission or other state azencv rules. the provisions adopted and set forth

in the Arizona Administrative Code; and

In reference to utility rules. the provisions regulations set forth in the utility's tariffs which

Mavply to the provision of water service.

No change

No change

No change
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4 ;

34

344;
34=&

s o
38.

39.

B.

c .

D.

"Service reconnect charge-." The means the charge as specified in the ;uttility's tariffs which _the

must be paid by the gcustomer prior to reestablishment of water service each time the customer's

water service is diseeaiaeetedterminated for nonpayment or for

failure otherwise to comply with the utility's 8xeéHales tariffs.

"Service reestablishment charge=" A means the charge as specified in the ;utility's tariffs fer Q

must be paid to reinitiate service at the same location where the same customer had ordered a

service diseenneetientermination within the preceding 12-month period.

No change

No change

No change

"Terminate" or "Termination" means discontinue or discontinuance of water service to a customer's

premises. by intentional action of the utility, and is synonymous with "disconnect" or

"disconnection" as used in this Article.

"Third party" means a person willing to receive notification of a customers pending termination of

service and to make arrangements on behalf of thecustomer to prevent termination of service.

36= No change

R-14-2-407. Provision of Service

A. No change

No change

1. No change

2. No change

3. No change

4. No change

5. No change

6. No change

No change

1. No change

2. No change

3. No change

Service Interruptions

1. No change

2. No change

3. No change

4. When a utility plans to interrupt service for more than four hours to perform necessary repairs or

maintenance, the utility shall attempt to inform affected customers, at least 244. hours in advance,

of the scheduled date and estimated duration of the service intemiption. Such A utility shall
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5. §9naanu @§§18§@

complete repairs shall-beeenapleted in the shortest possible time to minimize the inconvenience to

the customers of the utility.

The 5_3_t@§L§1@u_gQtj§Lthg_Commission, sllrall-beiaetitied of my

intemqatieeas interruption in service affecting the entire-system g_s

follows:

; ; . : . . : . : :.~ : . . . . . . : . .1 . . . - . :

6.

a.

b.

c .

d.

e.

f .

a. Bv telephone or by submitting an

Outage Report Form through the Commission's website as soon as practicableafter the responsible

representative of the utility becomes aware of said e_interruptionbytelepheiaeteth»e-Genanaissiea;

and

b. If the notice is made by telephone. by submitting a follow-up felleweelbya-written report

to the Commission. Consumer Services Section, within 24 hours after the initial notice.

A utility's notification made under subsection (Dl(5) shall include at least the following:

The name of the utility and of the responsible representativemaking the rf31304

The telephone number of the responsible representative.

The locations and number of customer connections affected by the outage,

The action taken by the utility to resolve the outage.

The duration of the outage. and

The cause of the outage.

E.

F.

No change

No change

Termination of serviceR14-2-410.

A. Restrictions on termination of service. recordkeeping and

en r

1.

2.

3.

4.

5.

re a t irements

Delinquency A utility shall not terminate service to a customer due to delinquency in payment for

services rendered to a prior customer at the premises where service is being provided, exceptia

theiostnnee-where unless the prior customer continues to reside on the premises.

Failureeftlaeeasteaaer-A utility shall not terminate service to a customer due to the customer's

failure to pay for services or equipment which Qigtare not regulated by theCommission.

Nonpayment A utility shall not terminate service to a customer due to the customer's nonpayment

of a bill related to another class of service.

Failure A utility shall not terminate service to a customer due to the customer's failure to pay for

the portion of a bill imposed to correct a previous underbilling due to an inaccurate meter ormeter

failure, provided that if the customer agrees to pay the portion of the bill attributable to correction

of underbilline in full over a reasenalble period of time-months established by the utility.

A utility shall not terminate residential service where the to a customer who has an inability to nay

if the customer an establish on an annual basis, through documentation from a licensed medical

practitioner that, in the opinion of the licensed medical physician practitioner. termination would be
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6.

b.

c.

ii.

d.

e.

7.

8.

9.

10.

11.

especially dangerous to the health of the customer or a permanent resident residing on the customer's

premises.

A utility shall not terminate residential service to a customer who has an inability to pay until the

utility has complied with subsection (Dl and completed all of the following:

a. The utility has informed the customer of the availability of funds from various government

and social assistance aszenciesz

If a third party has previously been designated by the customer to receive delinquency and

termination information. the utility has notified the third party that the customer's bill is

delinquent and allowed the third party three days to make arrangements to pay the

delinquent utility bill. after which the delinquent bill has not been paid;

At least 48 hours before the date upon which termination would 0CCW the utility has:

i. Notified the customer or an adult resident of the premises in person as the address

where service is provided. or

Made at least two e£t'o;1s for in-person contact. at the customer's residence during

each of which the utility has posted written notices in two conspicuous locations

at the residence, such as on a front door and on or next to a garage door or cggpgrt

door. In-person contact may include engaging in conversation via telephone with

the customer.

The utility shall not be required to perform an in-person visit with a customer who has

previously threated the utility or its employee. The utility shall maintain documentation of

all threatening occurrences.

After eomnletimz the requirements of subsections tA>r6wal through (CL the utility has

telephoned the customer to provide notice of the termination by spealdng to the customer

or an adult resident of the premises orby leaving avoice message.

A utility shall retain for threeyears records demonstrating its compliance with subsection lA1f6l.

A utility may require a customer whose service is not terminated under subsection (A1_(41 or (51 to

enter into a deferred oavment agreement with the utility within 10 days after the date on which

service otherwise would have been terminated.

A utility shall not terminate service to a customer's premises due to the customer's failure to pay

the bill of another customer as guarantor thereof

A utility shall not terminate service due to a customer's failure to pay the disputed portion of a bill

if the customer has complied with R14-2~4I l(Bl.

A utility shall not terminate residential service to a customer if the local weather forecast as

predicted by the National Weather Service, indicates that duxinsz the next jive days the weather in

the area of the customer's service address:

a. Will include temperatures that exceed 105° F, or
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b.

12.

a.

ii.

iii.

b.

c .

13.

14.

15.

B.

Will include other weather conditions that the Commission has determined. by order, are

especially dangerous to health.

fa utility would have terminated a customer's service but for subsection (Al( I I ) the utility shall:

Immediately notify the customer. usin2 the customer's preferred method of communication

on File of:

The reason the utility is not permitted to disconnect service.

The expected date on which termination of service will be permissible. and

The customer's responsibilities under subsection (G),

Not impose anv late fees or interest on anv past due amounts that otherwise would have

accrued while weather conditions fall within subsection (Al(111; and

Require the customer, within 15 days after weather conditions no longer fall nth in

subsection (All l I). either to pay the delinquent bill in ful] or to enter into a f3a\@ent plan

to repay the delinquent bill through installments over a period of four months.

A utility shall not terminate residential service to a customer unless the utility's call centers and

office or business facilities are open and available to the public on the day of termination and the

day following the day of termination.

A utility shall not terminate residential service to a customer if the customer has paid at least half of

the customer's delinquent bill balance within the last 25 days or if the customer's delinquent bill

balance is less than or equal to $75.00.

If a customer has a deposit with a utility. the utility shall use the deposit to pay anv delinquent

amount on the customer's account before temiinatinfz service and shall allow the customer time to

repay the deposit in installments over a period of four months.

Termination of service without notice; recordkeeping requirement

l . A utility may terminate service to a customer's premises

without advance written notice HH4@*%b¢4€14°*viHs*<iGH4itiGHs!=

a. ¥heeaeisteneee¥Failure to terminate service would result in an obvious hazard to the

b.

c .

Q

2.

safety or health of the eensumet customer or the general population, or the utility's

personnel or facilities=;

The utility has evidence of meter tampering or Saud related to the customer or the

customer's premises=

Unauthorized resale or use of utility services.

Failuree£e customerhas failed to comply with the curtailment procedures imposed

by a utility during supply shortages.

ilihe utility that has terminated service under subsection (Bl( ll shall not be required to restore

service until the situation that resulted in the termination have been corrected

to the satisfaction of the utility.
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3.

c.

a.

b.

c.

d.

e.

f.

2.

D.

Each utility shall maintain a record of all terminations of service without notice. This record

shall be maintained for a minimum of one year and shall be available for inspection by the

Commission.

4. The provisions ofRl4-2-4l0(A)(6) shall not apply to this subsection.

Termination of service with notice

l . A Except as provided in subsection (A). a utility may diseenaaeet terminate service to anyeusteiaaer

a customer's premises for any reasenstateélaelewof the followinil reasons, provided that the

ut i l i t y  has  m et c om pl ied w ith the not ic e requirem ents  em abl is hedby- the- (8eaanais s §e+ng

subsection (D):

Customer violation of any of the utility's tariffs

violation goof the Commission's rules-and-regular.ienev,

Failure of the customer to pay a delinquent bill for utility service,

Failure of the customer to meet or maintain the utility's ereelit-and deposit requirements=,

Failure of the customer to provide the utility reasonable access to its equipment and

Pt0P¢ltY==

Customer breach of a written contract for service between the utility and customer=,

When necessary for the utility to comply with an order of any governmental agency

having such jurisdictions

2. Unauthorized resale of equipment or service by the customer.

Each _4_uti1ity shall maintain a record of all terminations of service with notice. This record shall

be maintained for one year and be available for Commission inspection.

Termination notice requirements; disputes

l . Ne At least 10 days before a utility shall4ei=aainate terminates service to aalyeil.itseustenaet=s a

customer's premises under subsection (C). the utility shall provide the customer

advance written notice to-theeustearnet of the utility's intent to diseenneet terminate service,

. . . usinfz the

. . . .2. ,  the

a.

b.

customer's preferred method of communication on file.

SiuehA utility shall include al least . ,

following information in an advance notice required under subsection (DV l l:

The name of the personcustomer whose service is to be terminated and the address

where service is being rendered=,

If service is to be terminated because the customer has violated a utility tariff or

Commission rule. the name of the utility tariff or Commission rule violated arid an

explanation of the violation;

b . . .... If service

is to be terminated because the customer has failed to pay a delinquent bill for utility
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. . . . . . . .service the amount of the bill

<1

e.

f

g.

h.

e t

4=L

el;

3.

a.

and the date uavment was due.

If service is to be terminated because the customer has failed to meetor maintain the

utility's deposit requirements. the amount the customer has on deposit and the amount the

customer is required to have on deposit:

Lfservice is to be terminated because the customer has failed to provide the utility

reasonable access to its equipment and property. a description of the access required and

a description. including dates. of the customer's failure to provide access;

If service is to be terminated because the customer has breached a written contract for

service between the customer and the utility. identification of the contract provision

breached and a description of the circumstances constituting a breach

If service is to be terminated because the termination is necessary for the utilirv to

comply with an order of anv governmental atzencv having such jurisdiction. a description

and. if possible. a copy of the order;

If service is to be terminated because the customer has engaged in unauthorized resale of

equipment or service. a description of the circumstances, including dates. constituting

such resale

The date on or after which service may be tenninatedv,

A statement advising the customer to contact the utility at a specific address or phone

number for to receive information regarding any deferred payment pgg mor other

procedures which the utility may offer, or to work out senaeether gmutually agreeable

solution to avoid termination of the customer's servic;_r;;i_d

1Aistatesaeat-advisingtheeiustenaertlaat A description of the requirements of subsection

(D)(3l. alone with the specific address or phone number for the customer to use to raise a

dispute .

A utility shall ensure that a customer is afforded the right to dispute the utility's stated reason for

the termination in accordance with the followi.n2:

A utility shall maintain a specific address or phone number for customers to use to raise a

dispute with the utility:

b. To dispute a utility's reason for temiination. a customer shall byeentaetiag contact the

utility at a specific address or phone number,before the scheduled date of

termination advising the utility of the dispute and naaléngarrangements re est if to

discuss the cause for termination with a responsible employee of the utility Iaadvaaeeef

5

c . li fe If a customer raises a dispute. a utility shall ensure that a responsible employee shall

beof the utility. who is empowered to resolve thecustomer's dispute. discusses the cause

for termination with the customer before the scheduled termination date.
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d . andIf a utility determines after discussion with a disputing customer that the reason for

termination is just. the utility shalhretaitrtheeiatiente may terminate service to the

cus  mer url subsection A and

e.

4.

E.

If a utility decides to terminate service to a disputine customer as permitted in subsection

(Dl(3)(d). the utility shall inform the customer of the termination and of the customer's

right to file a complaint with the Commission.

If a customer has designated a third party for the customer's account. a utility shall ensure that a

copy of each termination notice provided to the customer is simultaneously sent to the designated

third  a .

Timing of terminations with notice

l . Bash A_utility shall l=:e-req=ui1=eétogiveat-least-}9days- provide the advance w1=itten-notice pFieHe

thetetaainaeiendate required by subsection (DN11 by providing a copy of the advance notice to

the customer. using the customer's preferred method of communication on tile. or be placing: the

advance notice. with first class postafze prepaid and addressed to the customer's last known

address. in the U.S. mail.

: ; :

1
9

a

Addi=ess=

If a8ef theperiod of time allowed by the advance notice has elapsed, and the deliiaqueaeaeeeuat

4=l

S i

F.

ceased customer has not remedied the cause for termination to the utility's satisfaction, the utility

shall provide the customer a final notice. two days before the termination date specified. using the

customer's preferred method of communication on file. If the customer has not remedied the

cause for termination alter the two days have passed, and subsection (A) does not apply.. the utility

may then terminate service on or alter the day specified in the fi not;ice without giving further

notice.

Senaee-A utility may only bediseenaaeeted terminate service after compliance

with subsection R14-2-410(Al(6l.

43he utility shall have the right (but not the obligation) to remove any or all of its property

installed on the ;customer's premises upon the termination of service.

Landlord/tenant rule. ltrsittiatieas-where Lfservice is rendered at an address different from the mailing

address of the bill, or where the utility knows that a landlord/tenant relationship exists and that the landlord

is the customer of the utility, and where the landlordasa customer account becomes wouldetlaenlviselbe

subject to diseeaneetiea terminationof servicel Q \euMQ#aaaynet¢seemeet~ser=viee
. . . I
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1.

2.

. . . . . . . . . . . . . . . . . . _ . . . . . . .. ~ . - . . . . . . - . . . . . . .4

G.

2.

3.

ii.

In addition to complvinz with subsections (D) and (E),

the utility, . , shall offer the occupant the Q

opportunity to subscribe for servicein hisei=her-ownthe occupant's name.

If the occupant then declines to Se subscribe to service in the occupant's name. the utility may

diseenneet terminate service pufswuat-tetlaerules as permitted under subsections (C) through (E).

A utility shall not require or attempt to .

tl=ie1aag,=n=lentofrequire an occupant to pay any outstanding bills or other charges due upon Me

outstanding account of the landlord.

Customer responsibility

1. A customer shall be responsible for manazina water use when a utjlitv is not permitted to terminate

service to the customer under subsection (A).

A customer shall be iinanciadlv responsible for anv bill accrued durintz a period when a utility is not

permitted to terminate service to the customer under subsection (A).

A customer shall, within 15 days after receiving utility notice under subsection (A)(l3);

i. Agree to pay the outstanding bill in full within 15 days after subsection (A)( l ll no longer

applies, or

Enter into a payment plan to repay thedelinquent bill through installments over a period

of four months after subsection (A)( l 1) no longer applies.

2

3.

4.

5.

a.

b.

c .

d.

R14-2-411. Administrative and Hearing Requirements

A. Customer service complaints

1. Each utility shall make a full and prompt investigation of all service complaints made by its

customers, either whether madedirectly or through the Commission.

The utility shall respond to the complainant aaélet Me Commission representative within five

working days as to the status of the utility investigation of thecomplaint

The utility shall notify the complainant anélef Me Commission representative of the final

disposition of each complaint. Upon request of the complainant or the Commission representative,

the utility shall report the findings of its investigation in writing.

The utility shall inform the customer of his right ef appeal to theCommission if dissatisfied

with the results of the utility's investigation or the Final disposition of the complaint.

Each utility shall keep a record of all written service complaints received which shall contain, at a

minimum, the following data:

Name and address of the complainant,

Date and nature of the complaint,

Disposition of the complaint;

A copy of any correspondence between the utility, the customer, andlef Use

Commission.
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6.

B.

2.

d.

3.

c .

2.

su or tte

d.

e.

This record shall be maintained for a minimum period of one year and shall be available for

inspection by the Commission.

Customer bill disputes

l . Anv utility customer who disputes a portion of a bill rendered for utility service shall, prior to the

delinquent date of the bill, pay the undisputed portion of the bill and notify the utili;y's designated

representative that the unpaid amount is in dispute.

Upon receipt of the customer notice of dispute. the utility shall:

a. Notifv the customer within five worldng days of the receipt of a written dilute notice.

b. Initiate a prompt investigation as to the source of the dispute;

c. Withhold termination of service until the investigation is completed and the customer is

informed of the results. in writing if requested by the customer; and

Inform the customer of the debt to appeal to the Commission i f dissatisfied with the results

of the utility's investigation.

Once the customer has received the results of the utility's investigation thecustomer shall. within

five worldnrz days. submit payment to the utility for anv disputed amounts. Failure to make full

payment shall be grounds for termination of service .

Commission resolution of service and bill disputes

1. In the event a customer and utility cannot resolve a service or bill dispute, the customer shall file a

written statement of dissatisfaction with the Commission. Bv submitting a written statement of

dissatisfaction to the Commission. the customer shall be deemed to have filed an informal complaint

against the utility.

Within 30 days of the receipt of a written statement of customer dissatisfaction related to a service

or bill dispute, a designated representative of the Commission shall endeavor to resolve the dignute

through communications with the utility and the customer (written or telephonic or both. I f

resolution of the dispute is not achieved within 20 days of the Commission representative's initial

eftorL the Commission shall hold an informal hearing to arbitrate the resolution of the dispute. The

informal hearing shall be eovemed by the following rules:

a. Each party may be represented by legal counsel, if desired.

b. All such informal hearinfzs may be recorded or held in the presence of a stenographer.

c. Each party shall have the opportunity to present written or oral evidentigv material to

h 's osition.

Each parts and the Commission's representative shall have the oppgrtunigy to cross-

examine each other party.

The Commission's representative shall render a written decision to all parties within five

working days after the date of the infonnad hearing. The written decision of the

Commission's representative is not binding on anv of the parties and the parties shall retain

the ri2ht to makea formal complaint to theCommission.
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3.

4.

8 8

2.

Cll

2.

3.

4.

5.

6.

The utility may implement normal termination procedures if the customer fails to pay all bills

rendered during the resolution of the dispute by the Commission

Each utility shall maintain a record of written statements of dissatisfaction and their resolution for

a minimum of one year and make such records available for Commission inspection.

Notice by utility of responsible officer or agent

1. Each utility shall file with the Commission a written statement containing the name, address

(business, residence, and pest-e83isemailin2) and telephone numbers (business and residence) of

the onsite manager of its operations.

Each utility shall give notice, by filing a written statement with the Commission, of any change in

the information required herein within five days from the date of any such change.

Time-frrames for processing applications for Certificates of Convenience and Necessity

This rule prescribes time-frames for the Commission's processing of any application for a

Certif icate of Convenience and Necessity . .

pursuant to this Article. These time-Hannes shall apply to applications filed on or after the effective

date of this rule.

Within 30 calendar days atier receipt of an application for a new Certificate of Convenience and

Necessity, or to amend or change the stars of any existing Certificate of Convenience and

Necessity, staff shall notify the applicant, in writing, that the application is either administratively

complete or deficient. If the application is deficient, the notice shall specify all deficiencies.

Staff may terminate cease its review of an application if the applicant does not remedy all

deficiencies within 60 calendar days of the notice of deficiency.

After receipt of a corrected application, staff shall notify the applicant within 30 calendar days if

the corrected application is either administratively complete or deficient. The time-frame for

administrative completeness review shall be suspended from the time the notice of deficiency is

issued until staff determines that the application is complete.

Within 150 days after an application is deemed administratively complete, the Commission shall

approve or reject the application.

For purposes of A.KS. §41- l072 et seq., the Commission has established the following time-

frames:

a.

b.

7.

8.

F .

Administrative completeness review time-frame: 30 calendar days

Substantive review time-Hamel 150 calendar days,_.

c . Overall time-time: 180 calendar days.

If an applicant requests, and is granted, an extension or continuance, the appropriate time-frannes

shall be tolled from the date of the request during the duration of the extension or continuance.

During the substantive review time-frame, the Commission may, upon its OWI1 motion or that of

any interested party to the proceeding, requestasuspensionof suspend the time-frame rules.

Filing and availability of tariffs
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1.

2 .

3.

4.

4 8

2 .

3.

4.

5.

Each utility shall 51e with the Commission. within 120 days after the effective date of new rules or

requirements adopted by the Commission. or within a shorter period ordered by the Commission,

tariffs that comply with the new rules or requirements adopted by the Commission.

Each utility shall file with the Commission anv proposed changes to the utili[y's tariffs on file with

the Commission. alone with a statement of justification supporting the proposed changes.

A utility's proposed chanize to the utility's tariffs OI1 tile with the Commission shall not become

effective until reviewed and approved by the Commission, except as provided for by law.

Each utility shall make its applicable tariffs available on its website and. upon r".uest, either in

paper fonn or in a readily accessible electronic format such as Adobe PDF.

Accounts and records

l . Each utility shall keep general and auxiliary accounting records reflecting the cost of its

properties, operating income and expense, assets and liabilities, and all other accounting and

statistical data necessary to give complete and authentic information as to its properties and

operations.

Each utility shall maintain its books and records in conformity wide the NARUC Uniform Systems

of Accounts for Class A, B, C and D Water Utilities.

A utility shall produce or deliver in this state any or all of its formal accounting records and related

documents requested by the Commission. It may, at its option, provide verified copies of original

records and documents.

All utilities shall submit an annual report to the Commission. through the Utilities Division

Compliance Section. on a form prescribed by it. The annual report shall be filed on or before the

15th day of April for the preceding calendar year. If the utility has received a report on the utility

prepared by a certified or licensed public accountant. the utility shall include a cogv of the report

with its annual report submission.

A11 utilities shall filewith submit to the Commission, through the Utilities Division Compliance

Section, a copy of all reports required by the Securities and Exchange Commission.

a n

F=L

Maps. A11 utilities shall file with the Commission a map or maps clearly setting forth the location and

extent of the area or areas they hold under approved certificates of convenience and necessity, in

accordance with the Cadastral (Rectangular) Survey of the United States Bureau of Land Management, or

by metes and bounds with a starting point determined by the aforesaidCadastral Survey.

Variations, exemptions of Commission mies andregulations. Variations or exemptions from the terms and

requirements of any of the niles included herein (Title 14, Chapter 2, Article 4) shall be considered upon

the verified application of an affected party to the Commission setting forth the circumstances whereby the

public interest requires such variation or exemption from the Commission rules andregulations. Such

application will be subject to the review of the Commission, and any variation or exemption granted shall
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require an order of the Commission. In case of conflict between these rules and-regulations and an

approved tariff or order of the Commission, theprovisions of the tariff or order shall apply.

Prior agreements. The adoption of these rules by the Commission shall not affect any agreements entered

into between the utility and customers or other parties who, pursuant to such contracts, arranged for the

extension of facilities in a provision of service prior to the effective date of these rules.

ARTICLE 5. TELEPHONE UTILITIES

11.

i i i .

c .

ii.

R14-2-501. Definitions

In this Article, unless the context otherwise requires, the following definitions shall apply:

1. No change

2. No change

3. No change

4. No change

5. No change

6. No change

7. No change

8. No change

9. No change

10. No change

"lnabilitv to pay" means a circumstance under which a residential customer:

a. Cannot pay the full balance of the customer's monthly bill,

b. Has signed a declaration and. of requested. has provided documentation issued by an

Arizona or U.S. governmental azencv or a licensed medical practitioner verifying that the

customer:

i. Is at least 62 years of ace:

ii. Has a physical or mental condition that substantially limits the customer's ability

to manage resources. cam/ out activities of daily living. or secure protection from

neglect or hazardous situations without assistance from others: or

Has a medical condition that makes termination of water service especially

dangerous to the customer's health: and

Meets oneof the following:

i. Is not Qainfullv employed. as verified by documentation issued by the Arizona

Department of Economic Securitv or the Arizona Department of Revenue,

Qualifies for monetary zovemment welfare assistance. as verified by

documentation issued by the Arizona Department of Economic Securitv or the

U.S. Social Securitv Administration. but has not vet begun to receive assistance,

or
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iii.

12.

a.

b.

4
4 4
4 4
444
44M
44&

a.

b.

4 &
4494

4 4
244
4.4
24.

2444
26.

Has an annual income below the published federal poverty level. as verified by

documentation issued by the Arizona Department of Revenue or the U.S. Internal

Revenue Service.

"Licensed medical practitioner" means one of the following health care providers, actively

licensed to practice in Arizona:

An allopathic or osteopadmic physician.

A registered nurse practitioner. or

c. A physician assistant.

No change

No change

No change

No change

No change

"Rules¢" Themeans:

In reference to Commission or other state aeencv rules. the provisions adopted and set forth

in the Arizona Administrative Code: and

In reference to utility rules. the provisions regulations set forth in the utility's tariffs which

Qgapply to the provision of telephone service.

No change

No change

No change

No change

No change

"Terminate" or "Termination" means discontinue or discontinuance of telephone service to a

customer's premises. by intentional action of the utility and is Svllollvmolls with "disconnect" or

"discormection" as used in this Article.

No change

"Third party" means a person willing to receive notification of a customer's pending termination of

service and to make arranfzernents on behalf of the customer to prevent termination of service.

4 4
244

No change

No change

Provision of Service

B.

R14-2-507.

A. No change

No ChaDg€

1. No change

2. No change

3. No change
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c .

D.

5.

a.

b.

6.

a.

b.

c .

d.

4. No change

5. No change

No change

1. No change

2. No change

Service interruptions

l . No change

2. No change

3. No change

4. When a utility plans to interrupt service for more than four hours to perform necessary repairs or

maintenance, the utility shall attempt to inform affected customers, at least 244_ hours in advance,

of the scheduled date and estimated duration of the service interruption. Such A utility shall

complete repairs shallbeeempleted in the shortest possible time to minimize the inconvenience to

the customers of the utility.

the A utility shall notitV the Commission, Consumer Services Section, shall-beaetiiied of anv

interruption in service affecting the entire-system er-aa5=aaaljer-division_Q

follows:

Bv telephone or by submitting an Outage Report Form through the Commission's website,

as soon as practicable after the responsible representative of the utility becomes aware of

the interruption: and

Ifnotice is made by telephone, by submitting a follow-up written report to the Commission,

Consumer Services Section. within 24 hours after the initial notice.

A utility/'s notification made under subsection (Dl(5l shall include at least the following:

The name of theutility and of the responsible representative making the report,

The telephone number of the responsible representative,

The locations and number of customer connections affected by the outage.

The action taken by the utility to resolve the outage.

The duration of the outage, and

The cause of the outage.

e.

f

E. No change

R14-2-309. Termination of service
A. . . .

. Restrictions Of] termination of service; recordkeeping and

re a ent

1. Qeliaqueaey A utility shall not terminate service to a customer due to delinquency in payment for

services rendered to a prior customer at the premises where service is being provided, except-in

the-instameewhereunless the prior customer continues to reside on thepremises.
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2.

3.

4.

5.

6.

b.

c .

i.

ii.

d.

e.

7.

Failutee1'3t=heeusteaaetA utility shall not terminate service to a customer due to the customer's

failure to pay for services or equipment ohieh are not regulated by the Commission.

Residential A utility shall not terminate residential service awaynetbediseeaneeted to a customer

due to the customer's nonpayment of a bill related to another class of service.

Failure A utility shall not terminate service to a customer due to the customer's failure to pay fer

the portion of abil l imposed to correct abilling previous underbillina error. provided thatif the

customer agrees to pay the portion of the bill attributable to correction of underbilling in fill] over

a reweaetble period of timemonths established by the utility.

A utility shall not terminate residential service where the to a customer who has an inability to gay

if the customer can establish. on an annual basis. through documentation 'from a licensed medical

practitioner that in the opinion of die licensed medical physician practitioner. termination would be

especially dangerous to the health of the customer or a permanent resident residing on the customer's

premises.

A utility shall not terminate residentialservice to a customer who has an inability to pay until the

utility has complied with subsection (Dl and completed all of the following:

a. The utility has informed the customer of the availability of funds from various

zovemment and social assistance aszencies and provided the customer the contact

information for those azencies.

If a third party has previously been designatedby the customer to receive delinquency

and termination information. theutility has notified the third party that the customer's bill

is delinquent and allowed the third party three days to make arrangements to pay the

delinquent utility bill. after which the delinquent bill has notbeenpaid;

At least48 hours before thedateupon which termination would occur, the utility/ has:

Notified the customer or an adult resident of the premises in person at the

address where service is provided. or

Made at least two efforts for inperson contact, at the customer's residence.

duqnz each of which the utility has posted written notices in two conspicuous

locations at the residence. such as on a front door and on or next to a garage

door or carport door. In-person contact may include engaging in conversation

via telephone with the customer.

The utility shall not be required to perform an in-person visit Mth a customer who has

previously threated the utility or its employee. The utility shall maintain documentation

of all threatening occurrences.

Acer completing the requirements of subsections (A)(6)(al through (CL the utility has

telephoned the customer to provide notice of the termination by speaking to the customer

or an adult resident of the premises or by leaving a voice message.

A utility shall retain for three years records demonstiatinfz its compliance with subsection (Al.(6l.
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8.

a.

If a utility would have terminated a customer's service but for subsection (ANS). the utility shall:

Immediately notify the customer. using the customer's preferred method of

i .

ii.

b .

c .

58
. . . . . . . . . ~ ~ . . - . . . :

communication OI1 file, of:

The reason the utility is not permitted to disconnect service.

The expected date on which termination of service will be permissible. and

iii. The customer's responsibilities under subsection (H),

Not impose anv late fees or interest on any past due amounts that otherwise would have

accrued while subsection (A)(5) applies: and

Require the customer. within 15 days after subsection (ANS) no lonszer applies, either to

pay the delinquent bill in full or to enter into a payment plan to repay the delinquent bill

through installments over a period of four months.

Failure A utility shall not terminate service to a customer's premises due to the customer's failure

to pay the bill of another customer as guarantor thereof

em

11.

12 .

13 .

14.

B.

a

b .

?8W'iR*8H*%9F2***8€fH€9*5.

A utility shall not terminate service due to a customer's failure to pay the

disputed portion of a bill if the customer has complied with

R14-2-5104131.

A utility shall not terminate residential service to a customer unless the utility's call centers and

office or business facilities are open and available to the public on the day of termination and the

day following the day of termination.

A utility shall not terminate residential service to a customer if the customer has paid at least halt

of the customer's delinquent bill balance within the last 25 days or if the customer's delinquent

bill balance is less than or equal to $75.00.

If a customer has a deposit with a utility. the utility shall use the deposit to pay anv delinquent

amount OI] the customer's account before terminating service and shall allow Me customer time to

repay the deposit in installments over a period of four months.

Upon termination of residential service, the utility sball ensure that the residential customer will

have access to all N-l-I service numbers for 45 days after the date of termination.

Termination of service without notice: recordkeeping requirement

L A utility may terminate service to a customer's premises

without advance 499% notice

TheexistenceeiFailure to terminate service would result in an obvious hazard to the

safety or health of the eensatneeef customer thegeneral population, or the utility's

personnel or facilitiesvz or

The utility has evidence of tampering or evidenceof fraud related to the customer or the

customer's premises.
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2.

3.

The 5_utility that has terminated service under subsection (BK l) shall not be required to restore

service until the situation that resulted in the termination have has been corrected

to the satisfaction of the utility.

Each futility shall maintain a record of all terminations of service without notice. This record

shall be maintained for a minimum of one year and shall be available for inspection by the

Commission.

The provisions of R14-2-509(Al(6) shall not apply to this subsection.

c.
4.

Termination of service with notice

l . A Except as provided in subsection (Al. a utility may diseensaeet terminate service to anyeustenaef

a customer's premises for any feasenstatedbelew of the following reasons, provided _the

utility has met complied with the netiee requirements established-bytheGemaaissien

subsection (D):

a.

b.

c .

d.

Customer violation of any of the utility's tariffs

vielatiela of the Conlmission's rules and-i=egalatiens= 4

Failure of the customer to pay a delinquent bill for utility service,

Failure of the customer to meet or maintain the utility's efeditanel deposit requirements

Failure of the customer to provide the utility reasonable access to its equipment and

e.

f .

2.

D.

. . , . . . . . . . . . . :  ; :  : :

2.
9

a.

b.

PlOp€Ityr a

Customer breach of contract for service between the utility and customer=,

When necessary for the utility to comply with an order of any governmental agency

having such jurisdictions

g. Unauthorized resale of equipment or service by the customer.

Each utility shall maintain a record of all terminations of service with notice. This record shall

be maintained for one year and be available for Commission inspection.

Termination notice requirements; disputes

1. Ne Unless subsection (Fl applies. at least 10 days before a utility shall-teirnainate terminates

service to a customer's remises trader subsection C the

utility shall provide the customer advance 1»vi=it~tea notice Tetheeusteaaeir of the utility's intent to

disconnect terminate service, . . .

netieeisnetl=equu=ed using thecustomer's preferred method of communication on file.

. . , A utility shall include at least the

following information in an advance notice required under subsection (Dill l:

The name of the pet=seeacustomer whose service is to be temiinated and the telephone

number and address where service is being rendered,

If service is to be terminated because the customer has violated a utility tariff or

Commission rule the nameof the utility tariff or Commission rule violated and an

explanation of the violation,
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. . . . . . . . . - .; If service is to

be terminated because the customer has failed to pay a delinquent bill for utility service,

the amount of the bill . .

d
pa5aaaeatpekeyeiltheutrkty--xtiappheable- and the dare p vm t d  e

If service is to be terminated because the customer has failed to meet or maintain the

e.

f .

2

h.

6=L

4

k.

3.

a.

b.

c.

utility's deposit requirements. the amount the customer has on deposit and the amount the

customer is required to have on deposit,

If service is to be terminated because the customer has failed to provide theutility

reasonable access to its equipment and pronertv, a description of the access required and

a description. including dates of the customer's failure to provide access;

If service is to be terminated because the customer has breached a written contract for

service behlveen the customer and the utility. identification of the contract provision

breached and a description of the circumstances constituting a breach;

If service is to be terminated because the termination is necessary for the utility to

comply with an order of anv zovermnental agency having such jurisdiction. a description

and. if possible, a copy of the order;

If service is to be terminated because the customer has enszaszed in unauthorized resale of

equipment or service. a description of the circumstances. includintl dates. constituting

such resale

The date on or after which service may be terminated=,

A statement advising the customer to contact the utility at a specific address or phone

number for to receive information regarding any deferred billing a end ro am or

other procedures which the utility may offer, or to work out seeaaeetlaet a_mutually

agreeable solution to avoid termination of the customer's service;,_a.;1Q

A description of the requirements of subsection (DAS). along with the specific address or

phone number for the customer to use to raise a dispute.

A utility shall ensure that a customer is afforded the right to dispute the utility's stated reason for

the termination. in accordance with the following:

A utility shall maintain a specific address or phone number for customers to use to raise a

dsnute with the utility;

To dispute a utility's reason for termination. a customer shall contact the utility at the

specific address or phone number, before the scheduled date of termination. advising the

utility of the dispute and requesting to discuss the cause for termination with a

responsible employee of the utility,

If customer raises a dispute. a utility shall ensure that a responsible employee of the

utility. who is empowered to resolve the customer's dispute. discusses the cause for

termination with the customer before the scheduled termination date,

50



d.

e.

4.

E.

If a utility determines after discussion with a disputing customer that the reason for

termination is just. the utility may terminate service to the customer. unless prohibited by

subsection (A): and

If a utility decides to terminate service to a disputing customer as permitted in subsection

(D)(3)(d), the utility shall inform the customer of the termination and of the customer's

right to file a complaint with the Commission.

I.t a customer has designated a third party for the customer's account. a utility shall ensure that a

copy of each termination notice provided to the customer is simultaneously sent to the designated

third

Timing of terminations with notice

1. Each utility shall-bersqoifedtegiveat-leas¥~§=vedays-provide theadvance-written noticeprior

tet£l=re-tetaaaiaatieredate required by subsection (DW1) by providing a copy of the advance notice to

the customer. usimz the customer's preferred method of communication OI1 file. or by placing the

advance notice. with first class postage prepaid and addressed to the customer's last known

address. in the U.S. mail.

- . " : . " . . - . . . . : t s - . . 1 . - " -

. . . . . . .. . v u . . . . 9

>

3=L

address"

If aéiet theperiod of time allowed by the advance notice has elapsed, and the delinquentaeeeunt

9 . . . .. . . . . .. . . . . . . . ~

4=1

5=i

5.

ceased customer has not remedied the cause for termination to the utility's satisfaction, the utility

shall provide the customer a final notice. two days before the termination date specified, using the

customers preferred method of communication on file. If the customer has not remedied the

cause for termination after the two days have passed and subsection (A) does not apply, the utility

may then terminate service on or after theday specified in the Qn notice without giving further

notice.

The utility may terminate service on a temporary basis by discontinuing the customer's line

access at the central office.

iPse utility shall have the right (but not the obligation) to remove any or all of its property

installed on the acustomer's premises upon the termination of service.

A utility may only terminate service after compliance with subsection R14-2-509(A'l(6).

.  : . . . n . . . . .9 . : -  . . . . .  ;

F. High toll usage monitoring/notification procedures

1. E8Gh Ptelephene utility may establish a high toll usage monitoring/notiitication system to identify

and address aneaeplainedet-exeessive unusually high increases in customer toll usage during
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a.

b.

2.

a.

. . . . ; , : - .

b.

c.

i.

ii.

iii.

iv.

interim periods between the issuance of bills iaaeeefdanee-w=i%h the utility's established

billing cycle. the-ineemeilsueha A utility shall use its monitoring/notiEcation system is-teeaable
. . . ;

to  L identif y when acustomer has accrued

unusually hill toll services for which wil1 the customer is unlikely to be able to pay for

49449H466<H1¥1'@a4¥1H*=s*44¢€*1"*sw¢ll-Hs .4

Te prevent the customer from continuing to accrue

unusually high toll services when the risk of loss to the utility is increasingly evident.

Each utility which establishes a high toll monitoring/notification system shall develop and

operate such system andbegevemeéby in accordance with the following provisionsand

procedures:

Each utility shall establish a "normal" amount of toll usage by customer class and

. . . ,_based upon the actual

average usage by the customer class and may divide the class into subclasses by length

of service to establish average usage by subclasses.

Inefeases The utility shall not consider a customer's increase in toll usage sheds-netbe

eeasiéered HH¢*9l9iH@é49t-4*€@ssi¥*unusually high until the amount of toll usage

incurred on the customer's account between billing periods is at least two times the

normal amount of monthly toll usage for that easteaalercustomer's account or

customer class or subclass.

Wlae&thiHI%u=atie&eeeu1=sIf the utility identifies an unusually high increase in toll usage

on a customer's account, the utility shall review the following. to assess whether the

customer has the abihtv to pay for the toll charges accrued according to the pavement

terms of the utility's tariffs when a normal billing is rendered:

The customer's billing history, to determine if the velumeef increase

toll usage should be considered excessiveunusually Mah for thatpaiFtie&leu=

Qgcustomer,

Past The customer's payment history;

Amount The amount of elastomer deposit held for the customer, if any: and

Lengthefeustenief The length ofutilitv service to the customer's account assess

: . . . . =. . . . .~ . . .

d. If the review performed under

subsection (F)(2l(c) indicates it is unlikely that the customer s881laeable has the ability

to pay saehbill-for the toll charges accrued according to the payment tends of the

utility's tariffs when a normal billing is rendered the utility may contact the customer to
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: . . . : . . - . . . . : . . . . . . . " . ask for an explanation of the unusually high toll

e.

usage.

If the utility determines that the customer's explanation of the unusually high toll service

is not satisfactory, the utility may require the customer. as a condition for continuing

service. to provide security, and=lea=pa5=ment~ef to pay the outstanding toll charges

whole or in part. or to provide security and pay the outstanding toll charges in whole or in

3?heIf the customer fails to comply with the requirements imposed by the utility under

subsection (F)(2)(e) nth in 48 hours after the customer is informed of the requUements

Qgutility may terminate service . .

. . : : . . . . : . .A . . . .p a Notwithstanding subsection (FNZND,

the utility may terminate service maybe-telmainated to the customer immediately irnhese

siaaatienswhefe if the utility determines. based OB the review completed under

subsection (Fl(2l(cl and the customer's explanation offered during thecontact made

under subsection (F)(2l(dl. that intentiennl customer

abusively accruing toll charges that the customer does not intend or have the ability to

G.

2.

3.

H.

2.

3.

pay.

Landlord/tenant rule If service is rendered at an address different from the mailing address of the bill, or the

utility knows that a landlord/tenant relationship exists and that the landlord is the customer of the utility, and

the customer account becomes subject to termination of service under subsection (C):

1. In addition to complvinq with subsections (D) and (El. the utility shall offer the occupant an

opportunity to subscribe for service in the occupant's name.

If the occupant declines to subscnlbe to service in the occupant's name, the utility may terminate

service as permitted under subsections (C) through (E).

The utility shall not require or attempt to require an occupant to pay anv outstanding bills or other

charges due on the account of the landlord.

Customer responsibility

l . A customer shall be responsible for rnana2in2 toll usage when a utility is not permitted to terminate

service to the customer under subsection (A).

A customer shall be fmanciallv responsible for anv bill accrued during a period when a utility is not

permitted to terminate service to the customer under subsection (A).

A customer shall. within 15 days after receiving utility notice under subsection (A)(8)(a):

i . Agree to pay the outstanding bill in full within 15 days after subsection (A)(5) 110 longer

applies. or
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ii. Enter into a payment plan to repay the delinquent bill through installments over a period

of four months after subsection (A)(5) no longer applies.

Administrative and Hearing Requirements

2.

3.

4.

4=i

a.

b.

c.

d.

54

B.

2.

d.

3.

R14-2-510.

A. Customer service complaints

1. Each utility shall make a fitll and prompt investigation of all service complaints made by its

customers, either directly or through the Commission.

The utility shall respond to the complainant aiaidlef 4d_the Commission representative within five

working days as to the status of the utility investigation of the complaint.

The utility shall notify the complainant auadlef 2L1Qthe Commission representative of the final

disposition of each complaint. Upon request of the complainant or the Commission representative,

the utility shall report the Endings of its investigation in writing.

The utility shall inform the customer of the right to appeal to the Commission if dissatisfied with

the results of the utility's investigation or the final disposition of the complaint.

Each utility shall keep a record of all written service complaints received which shall contain, at a

minimum, the following data:

Name and address of complainant;

Date and nature of the complaint;

Disposition of the complaint

A copy of any correspondence between the utility, the customer, ampler Ule

Commission

This record shall be maintained for a minimum period of one year and shall be available for

inspection by the Commission.

Customer bill disputes

1. Any utility customer who disputes a portion of a bill rendered for utility service shall. prior to the

delinquent date of the bill.pay the undisputed portion of the bill and notify the Utility's designated

representative that such unpaid amount is in dispute

Upon receipt of the customer notice of dispute, theutility shall:

a. Notify the customer within five working days of the receipt of a written dispute noticefg

b. Initiate a prompt investigation as to the source of the dispute=,

c. Withhold éiseenneetiea termination of service until the investigation is completed and

the customer is informed of theresults=. in writing if requested by the customer: and

Inform the customer of the right to appeal to the Commission if dissatisfied with the

results of the utility's invesNgaNon.

Once thecustomer has received the results of the utility's investigation, the customer shall

five worldng dayssubmit payment to the utility for any disputed

amounts. Failure to make full payment shall be grounds for termination of service. Peter-te

- . . . : . . . . , . ; . : : : . . - : . . : - : . : . . . . . : .
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c.

2.

Commission resolution of service handler bi ll disputes

1. In the event a customer and uti li ty  cannot resolve a service adler bi ll dispute, the customer

shall file a written statement of dissatisfaction with the Commissions, by §y_submitting such

netiee a written statement of dissatisfaction to the Commission, the customer shall be deemed to

have f i led an informal complaint against the uti li ty .

Within 30 days of the receipt of a written statement of customer dissatisfaction related to a service

or bill dispute, a designated representative of the Commission shall endeavor to resolve the dispute

byeeiaresiaeadeneeandlei-teleplione through communications with the uti li ty  and the customer

(written or telephonic or both). If resolution of the dispute is not achieved within 20 days of the

Commission representative's initial effort, the Commission shall hold an informal hearing to

arbitrate the resolution of the dispute. The infonmatl hearing shall be governed by the following

rules:

a.

b.

c .

d.

e.

3.

4.

D .

2.

E.

Each party may be represented by legal counsel, if desired.

All such informal hearings may be recorded or held in the presence of a stenographer.

A=llpeu=ties-=willEach party shall have the opportunity to present written or oral

evidentiary material to support the ' s  os i t i on

Allpar t i es Each party and the Commission's representative shall hegiven the

oppor tuni ty to cross-examine each other

2981.

The Commission's representative =vvill render a written decision to all parties within

five worldng days after the date of the informal hearing. Such written decision of the

arbi trator Commission's representative is not binding on any of the parties, and the

parties willsti ll-hawe shall retain the r ight to make a formal complaint to the Commission.

The uti li ty  may implement normal termination procedures if  the customer fai ls to pay all bi lls

rendered during the resolution of the dispute by the Commission.

Each uti li ty shall maintain a record of written statements of dissatisfaction and their resolution for

a minimum of one year and make such records available for Commission inspection.

Notice by uti li ty of responsible off icer or agent

1. Each uti li ty  shall f i le with the Commission a written statement containing the name, address

(business, residence, and peste83ee mailing) and telephone numbers (business and residence) of

at least one officer, agent, or employee responsible for the general management of its operations as

a utility in Arizona.

Each uti li ty  shall give notice,  by ti ling a mitten statement with the Commission, of any change in

the information required herein within five days from the date of any such change.

Time-frames for processing applications for Certificates of Convenience and Necessity

l . This rule prescribes time-frames for the processing of any application for a Certif icate of

Convenience and Necessity issued by the =4u=izenarGei=pe1=atieo Commission pursuant to this
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2.

3.

4.

5.

6.

7.

8.

F.

2.

3.

4.

G.

Article. These time-frames shall apply to applications filed on or alter the effective dateof this

rule.

Within 30 calendar days after receipt of an application for a new Certificate of Convenience and

Necessity, or to amend or change the status of any existing Certificate of Convenience and

Necessity, staff shall notify the applicant, in writing, that the application is either administratively

complete or deficient. If the application is deficient, die notice shall specify all deficiencies.

Staff may terminate cease its review of an application if the applicant does not remedy all

deficiencies within 60 calendar days of the notice of deficiency.

After receipt of a corrected application., staff shall notify the applicant within 30 calendar days if

the corrected application is either administratively complete or deficient. The time-frame for

administrative completeness review shallbe suspended from the time the notice of deficiency is

issued until staff determines that the application is complete.

Within 150 days after an application is deemed administratively complete, the Commission shall

approve or reject the application.

For purposes of A.R.S. §41-1072 et seq., theCommission has established the following time-

Names:

a. Administrative completeness review time-fraine: 30 calendar days,

b. Substantive review time-frame: 150 calendar days,

c. Overall time-Name: 180 calendar days.

If an applicant requests, and is granted, an extension or continuance, the appropriate time-frames

shall be tolled &om the date of the request during the duration of the extension or continuance.

During the substantive review time-fiarne, the Commission may, upon its own motion or that of

any interested party to the proceeding, request-asaspeasieae¥suspend the time-frame rules.

Filing of-lFulesand-regulations and availability of tariffs

l . Each utility shall file with the Commission, within 120 days after the effective date of new rules or

requirements adopted by theCommission, or within a shorter period ordered by the Commission,

tariffs that comply with the rules aaad-regulationspfeslaalgated _Qr

requirements adopted by the 14u=izenaGei1aeratien Commission

Any Each utility shall File with the Commission anv proposed changes to the utility's tariffs on file

with the Commission, along withshall-beaeeempaaieéby a statement ofjustification supporting

the proposed ehawngeinteu=i£f changes.

Amy A utility's proposed change to theutility's tariffs OD file with the Commission shall not be

become effective until reviewed and approved by the Commission, except as provided for by law.

Each utility shall make its applicable tariffs available on its website and. upon request. either in

paper form or in a readily accessible electronic format such as Adobe PDF.

Accounts and records
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1.

2.

3.

4.

5.

6.

H.

I .

J.

Each utility shall keep general and awdliary accounting records reflecting the cost of its

properties, operating income and expense, assets and liabilities, and all other accounting and

statistical data necessary to give complete and authentic information as to its properties and

operations.

Each utility shall maintain its books and records in conformity with the Uniform Systems of

Accounts for Class A, B, C and D Telephone Utilities as adopted and amended by the Federal

Communications Commission or, for telephone cooperatives, as promulgated by the Rural

Electrification Administration.

A utility shall produce or deliver in this state any or all of its formal accounting records and related

documents requested by the Commission. It may, at its option, provide verified copies of original

records and documents.

All utilities shall submit an annual report to the Commission ,through the Utilities Division

Compliance Section. on a form prescribed by it. The annual report shall be filed on or before the

15th day of April for the preceding calendar year. Reports If the utility has received a report on the

ut ili repared by a certified or licensed public accountant the utility shall

aeeeaapanythe include a coov of the report with its annual report submission

All utilities shall file-with submit to the Commission. through the Utilities Division Compliance

Section a copy of all reports required by the Securities and Exchange Commission.

All utilities shall4ilewithsubmit ro the Commission through the Utilities Division Compliance

Section a copy of all annual reports required by the Federal Communications Commission and in

addition, for telephone cooperatives, annual reports required by the Rural Electrification

Administration .

Maps. All utilities shall file with the Commission a map or maps clearly setting forth the location and

extent of the area or areas they hold under approved certificates of convenience and necessity, in

accordance with the Cadastral (Rectangular) Survey of the United States Bureau of Land Management, or

by metes and bounds with a starting point determined by the aforesaid Cadastral Survey.

Variations, exemptions of Commission rules and-regulations. Variations or exemptions from the terms and

requirements of any of the rules included herein (Title 14, Chapter 2, Article 5) shall be considered upon

the verified application of an affected party to the Commission setting forth the circumstances whereby the

public interest requires such variation or exemption from the Commission rules amid-regulations. Such

application will be subj ect to the review of the Commission, and any variation or exemption granted shall

require an order of the Commission. In case of conflict between these rules andregulations and an

approved tariff or order of the Commission, the provisions of the tariff or order shall apply.

Prior agreements. The adoption of Wiese rules by theCommission shall not affect any agreements entered

into between the utility arid customers or other parties who, pursuant to such contracts, arranged for the

extension of facilities in a provision of service prior to the effective date of these rules.

ARTICLE 6. SEWER UTILITIES
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i i i.

c.

i i .

iii.

14.

R14-2-601. Definitions

In this Article, unless the context otherwise requires, the following definitions shall apply.

1. No change

2. No change

3. No change

4. No change

5. No change

6. No change

7. No change

8. No change

9. No change

10. No change

1 l. No change

12. No change

13. "lnabilitv to pay" means a circumstance under which a residential customer:

a. Cannot pay the full balance of the customer's monthly bill,

b. Has signed a declaration and. if requested. has provided documentation issued by an

Arizona or U.S. governmental agency or a licensed medical practitioner verimng that the

customer:

i. Is at least 62 years of are:

ii. Has a physical or mental condition that substantially limits the customer's ability

to manage resources. carry out activities of daily living. or secure protection from

neglect or hazardous situations without assistance from others: or

Has a medical condition that makes termination of service especially dangerous

to the customer's health: and

Meets one of the followinizz

i. Is not gainfully employed. as verified by documentation issued by the Arizona

Department of Economic Securitv or the Arizona Department of Revenue,

Qualifies for monetary government welfare assistance. as verified by

documentation issued by the Arizona Department of Economic Security or the

U.S. Social Secuntv Administration. but has not vet beflun to receive assistance,

Q
Has an annual income below the published federal poverty level, as verified by

documentation issued by the Arizona Department of Revenue or the U.S. Internal

Revenue Service.

"Licensed medical practitioner" means one of the following health care providers. actively

licensed to practice in Arizona:
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a.

b.

An allopathic or osteopathic physician,

A registered nurse practitioner. or

A physician assistant.

4 4

444
4-5=l1

4 4

c .

No change

No change

No change

No change

No change

No change

No change

No change

"Rules" The means:

+ua
4 4

4 4

444
4 4

3.

b.

4 4

24;
244
24

2428

4 8
4 4
244
Se;
33.

34.

24;
R14-2-607.

In reference to Commission or other state agency rules. the provisions adopted and set forth

in the Arizona Administrative Code, and

In reference to utility rules. the provisions pegulatieas set forth in the utility's tariffs which

apply to the provision of sewer service.

No change

No change

No change

"Service reconnect charge? The means the charge as specified in the a_utility's tariffs which

must be paid by the gcustomer prior to seeenneetieareestablishment of sewer service each time

the customer's sewer service is éiseemeeted terminated for nonpayment or w=heneveHet=viee-is

daseentiaaeel for failure otherwise to comply with the utility's

"Service reestablishment charger" A m n. the charge as specified in the futility's tariffs for

must be paid to reinitiate service at the same location where the same customer had ordered a

service diiseeaneeaen termination within the preceding 12-month period.

NO change

No change

No change

No change

"Terminate" or "Termination" means discontinue or discontinuance of sewer service to a customer's

premises. by intentional action of the utility. and is synonymous with "disconnect" or

"disconnection" as used in this Article.

"Third party" means a person willing to receive notification of a customer's pending termination of

service and to make arrangements on behalf of the customer to prevent termination of service.

No change

Provision of Service
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A. No change

No change

No change

B.

1.

2.

No change

No change

No change

c .

D.

1.

2.

No change

l. No change

2. No change

3. No change

Service interruption

l. No change

2. No change

3. No change

4. When a utility plans to interrupt service for more than four hours to perform necessary repairs or

maintenance, the utility shall attempt to inform affected customers, at least 244_ hours in advance,

of the scheduled date and estimated duration of the service interruption. Such A utility shall

5.

complete repairs seallbecompleted IB the shortest possible time to minimize the inconvenience to

the customers of the utility.

llfhe A utilxtv shall notifY the Commission, Consumer Services Section, shallheneti8ed of anv

intenrupaens interruption in service affecting the entire-system 8

follows:

6.

a.

b.

c .

d.

e.

f.

a. Bv telephone or by submitting an

Outage Report Form through the Commission's website., withierfetueheurs as soon as practicable

after theresponsible representative of the utility becomes aware of said interruption;_ l

b. If the notice is made by telephone, te4he€en=in=iissiela by submitting a follow-up and

telleiavedbye-written report to the Commission, Consumer Services Section. within 24 hours after

the imtiad notice.

A utilitvs notification madeunder subsection (Dl(5) shall include at least the following:

The name of the utility and of the responsible representative maldnsz the report.

The telephone number of theresponsible representative,

The locations and number of customer connections affected by the outage.

The action taken by the utility to resolve the outage.

The start and end times of the outage,

The duration of the outsize. and

The cause of the outage.

E.

2.

No change
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Termination of ServiceR14-2-609.

A .

. . . . . . . . . - . . . . - . . . .. . . . . . . . . . ' . v . . ~ .

2.

3.

4.

5.

6.

7.

a.

b.

c .

ii.

Restrictions on termination of service, recordkeeping and

repayment requirements. . :

1. Delinqueaey A utility shall not terminate service to a customer due to delinquency in payment for

services rendered to a prior customer at the premises where service is being provided, exceptin

Tl=ieiastaneewhere unless the prior customer continues to reside on the premises.

Failoreetltheeusteaier A utility shall not terminate service to a customer due to the customer's

failure to pay for services or equipment ohie-h fl are not regulated by the Commission.

Nenpaymeat A utility shall not terminate service to a customer due to the customer's nonpayment

of a bill related to another class of service.

Failure A utility shall not terminate service to a customer due to the customer's failure to pay fer

the portion of a bill imposed to correct a previous underbilling due to a billing error if . provided

Me customer agrees to pay the portion of the bill attributable to correction of underbillina in

over a reasonable period oftiaae months established by the utility.

Qispatedlaills-v-#here A utility shall not terminate service due to a customer's failure to pay the

disputed portion of a bill if the customer has complied with tlaeGenarnissiea1s4=ulesaad

t@§H4a¥i0Hs R14-2-610(Bi.

A utility shall not terminate residential service where the to a customer who has an inability to pay

if the customer can establish, on an annual basis, through documentation Nom a licensed medical

practitioner that. in the opinion of the licensed medical physician practitioner. termination would be

especially dangerous to the health of the customer or a permanent resident residing on the customer's

premises.

A utility shall not terminate residential service to a customer who has an inability to pay until the

utility has complied with subsection (D) and completed all of the following:

The utility has informed the customer of the availability of funds from various

government and social assistance agencies and provided the customer the contact

information for those agencies,

If a third party has previously been designated by the customer to receive delinquency

and termination information. the utility has notified the third party that the customer's bill

is delinquent and allowed the third party three days to make arrangements to pay the

delinquent utility bill. after which the delinquent bill has not been paid:

At least 48 hours before the date upon which termination would occur. the utility has:

i . Notif ied the customer or an adult resident of the premises in person at the

address where service is provided, or

Made at least two efforts for in-person contact. at the customer's residence,

during each of which the utility has posted written notices in two conspicuous

locations at the residence. such as O11 a front door and on or next to a garage
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d.

e.

8.

9.

a.

i.

ii.

iii.

b.

c .

10.

11.

12.

13.

B.

door or carport door. Inperson contact may include en2a2in2 in conversation

via telephone with the customer.

The utility shall not be required to perform an in~person visit with a customer who has

previously threated theutility or its emnlovee. The utility shall maintain documentation

of all threatening occurrences.

After completintz the requirements of subsections (Al(7l(al through (cl. the utility has

telephoned the customer to provide notice of the termination by speaking to the customer

or an adult resident of the premises or by leaving a voice message.

A utility shall retain for three years records demonstrating its compliance with subsection (A}(7).

[fa utility would have terminated a customer's service but for subsection (A)(6). the utility shall:

Immediately notify the customer. using the customer's preferred method of

communication on file. of?

The reason the utility is not permitted to disconnect service.

The expected date on which termination of service will bepermissible, and

The customer's responsibilities under subsection (G):

Not impose my late fees or interest on anv Dastdueamounts that otherwise would have

accrued while subsection (A)(6l applies; and

Require the customer. nth in 15 days after subsection (Al(6) no longer applies., either to

pay the delinquent bill in full or to enter into a payment plan to repay the delinquent bill

through installments over a period of four months.

A utility shall not terminate service to a customer's premises due to the customer's failure to nay

the bill of another customer as tzllarantor thereof

A utility shall not terminate residentialservice to a customer unless the utility's call centers and

office or business facilities are open and available to the public on the day of termination and the

day followinsz the day of termination.

A utility shall not terminate residential service to a customer if the customer has paid at least half

of the customer's delinquent bill balance within the last 25 days or if the customer's delinquent

bill balance is less than or equal to $75.00.

If a customer has a deposit with a utility. the utility shall use the deposit to pay any delinquent

amount on the customer's account before terminating service and shall allow the customer time to

repay the deposit in installments over a period of four months.

Termination of service without notice: recordkeeping requirement

I . A utility may terminate service to a customer's premises

without advance written notice

a. 5l3hee*IstenGeetFailure to terminate service would result in an obvious hazard to the

safety or health of the eeasuaaerer customer the general population. or the utility's

personnel or facilities&;g
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2.

3.

c.

a.

b.

c .

d.

e.

f.

2.

D.

b. The utility has evidence of fraud related to the customer or the customer's premises.

t he utility that has terminated service under subsection (BN ll shall not be required to restore

service until the situation that resulted in the termination have _been corrected

to the satisfaction of the utility.

Each _Autility shall maintain a record of all terminations of service without notice. This record

shall be maintained for a minimum of one year and shall be available for inspection by the

Commission.

4. The provisions of R14-2-609(A)(7) shall not apply to this subsection.

Termination of service with notice

l . A Except as provided in subsection (A). a utility may diseeaneet terminate service to eayeustelnaet

a customer's premises for any r=easen-stateelfeelew of the following reasons. provided that the

utility has abetcomplied with the netiee requirements establishedby-the€etlamissienQ

subsection (D):

Customer violation of any of theutility's tariffs or of the Commission's rules-.,

Failure of the customer to pay a delinquent bill for utility services,

Failure of the customer to meet or maintain the utility's etedita18d deposit requirements

Failure of the customer to provide the utility reasonable access to its equipment and

P r o w l ,

Customer breach of a written contract for service between the utility and customer=,

When necessary for the utility to comply with an order of any governmental agency

having such jurisdiction: Q

g. Unauthorized resale of equipment or service by the customer.

Eaeh utility shall maintain a record of all terminations of service with notice. This record shall

be maintained for one year and be available for Commission inspection

Termination notice requirements: disputes

1. Ne At least 10 days before a utility shall-te4=minate terminates service to anyefitseusterners Q

customer's premises under subsection (C). the utility shall provide the customer

advance written notice Tetheeustenaer of the utility's intent to diseenneet terminate service,

. . . . . . . l. ls i1l2 the

2.
1 , the

a.

b.

customer's preferred method of communication on file.

Saeh A utility shall include at least .

following information in an advance notice required under subsection (DN l l:

The name of the personcustomer whose service is to be temiinated and the address

where service is being rendered=,

If service is to be terminated because the customer has violated a utility tariff or

Commission rule. the name of the utility tariff or Commission rule violated and an

explanation of the violation:
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M; If service

is to be terminated because the customer has failed to pay a delinquent bill for utility

service the amount of the bill .

d.

e.

f .

g.

h.

e=L

i.

4 ;

3.

a.

b.

and the date payment was due,

If service is to be terminated because the customer has failed tomeet or maintain the

utility's deposit requirements. the amount the customer has on deposit and the amount the

customer is required to have on deposit;

If service is to be terminated because the customer has failed to provide the utility

reasonable access to its equipment and property, a description of the access required and

a description. including dates, of the customer's failure to provide access:

If service is to be terminated because the customer has breached a written contract for

service between the customer and the utility. identification of the contract provision

breached and a description of the circumstances constituting a breach:

If service is to be terminated because the termination is l'1€C€SS8TV for the utility to

comply with an order of 811V governmental alzencv havinz such jurisdiction. a description

and. if possible a copy of the order:

If service is to be terminated because the customer has enaazed in unauthorized resale of

equipment or service, a description of the circumstances. including dates. constituting

such resale

The date on or after which service may be terminated;

A statement advising the customer to contact the utility at a specific address or phone

number to receive information regarding anv deferred payment program or other

procedures the utility may offer. or to work out a mutually agreeable solution to avoid

termination of the customer's service: and

Arstateiaaentadvising-tlaeeustemer-that A description of the requirements of subsection

(D)(3), alone with the specific address or phone number for the customer to use to raise a

dispute.

A utility shall ensure that a customer is afforded the right to dispute the utility's stated reason for

the termination e8eipviees»naaybedisputed , in accordance with the following:

A utihtv shall maintain a specific address or phone number for customers to use to raise a

dispute with the utility:

To dispute a utility's reason for termination. a customer shall byeeataeting contact the

utility at a specific address of phone number, before the scheduled date of

termination advising the utility of the dispute and saaleiagamiagenaeats requestinz to

discuss the cause for termination with a responsible employee of the utility inadivaneeef
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c .

d.

. . . . . . . .. - . . . . - . v . . _ . . . . . . . .. . .

e.

4.

E.

re fire

The If a customer raises a dispute, a utility shall ensure that a responsible employee shall

be of the utility. who is empowered to resolve the customer's dispute, anddiscusses the

cause for termination with the customer before the scheduled termination date;

the H_g_uti1ity slaal=l-retau=t-theeptiente determines after discussion with a disputinsz

customer

that the reason for termination is just the utility may terminate service to the customer,

unless prohibited by subsection (A): and

If a utility decides to terminate service to a disputing customer as permitted in subsection

3  d  the  ut i l i advising shall inform the customer of his the termination and of the

customer's right to file a complaint with the Commission.

If a customer has designated a third party for the customer's account. a utility shall ensure that a

copy of each termination notice provided to the customer is sunultaneouslv sent to the designated

third

Timing of terminations with notice

l . Each utility shall berequiz=ed4egi=ve provide the at-least-'sivedaysladvance written-notice

_ § )Q1§HeHe 49B H@.aate by providing a copy of the advance

notice to the customer. using the customer's preferred method of communication on file. or by

placing the advance notice. with first class postage prepaid and addressed to the customer's last

known address. in the U.S. mail.

: . : - ; : : . . . :.. . . . . .
7. : . . : - . . . : - : . 7

an
addfess=

If a8e1= the period of time allowed by the advance notice has elapsed, and the delinquent-aeeeont

: -  . : ;..: .: : : . . - : . . . ;
7 ..

3.

4.

F.

ceased customer has not remedied the cause for termination to the utility's satisfaction. the utility

shall provide the customer a final notice, two days before the termination date specifier_ using the

customer's preferred method of communication on file. If the customer has not remedied the

cause for termination after the two days have passed and subsection (A) does not apply. the utility

may then terminate service on or after the day specified in the @ notice without giving further

notice.

A utility may only terminate service amer compliance with subsection R14~2-609(A)(7).

A utility shall have the right (but not the obligation) to remove any or all of its property installed

on a customer's premises upon the termination of service.

Landlord/tenant rule. 1t_service is tendered at an address different from the mailing

address of the bill, or wherethe g_utility knows that a landlord/tenant relationship exists and that the

landlord is the customer of the utility, and where the lauaellerdasa customer account becomes weald
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etherwvisebe subject to diseeaaaeetien termination of service under subsection C ,

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. _ . . - . . . . _ . . . v . . . . v . . . . -

1. 111t t l th b u Wlaefeit-isfeasiblete4»eprev4desex=»=iee

2.

4

G.

2.

a.

b.

I dd  .

the utililyyalfter-pfeviding-oetieeas-requiredinthesetales; shall offer the occupant the Q

opportunity to subscnbe for service in hise1=hefewa the occupant's name.

If the occupant then declines to Se subscribe to service in the occupant's name, the utility may

éiseeaaeet terminate service pw=s4uaoHet1aerules as permitted under subsections (C) through (E).

A utility shall not require or attempt to . .

vvitlathepayrneatetrequire an occupant to pay any outstanding bills or other charges due urea L1

the outstanding-account of the landlord.

Customer responsibility

1. A customer shall be iinanciallv responsible for anv bill accrued durinfz a period when a utility is

not permitted to terminate service to the customer under subsection (A).

A customer shall. within 15 days after receiving utility notice under subsection (AV9) :

Aszree to pay the outstanding bill in full within 15 days after subsection (A)(6) no longer

applies. or

Enter into a payment plan to repay the delinquent bill through installments over a period

of four months after subsection (Al(6) HO longer applies.

2.

3.

4.

5.

a.

b.

c .

d.

R14-2-610. Administrative and Hearing Requirements

A. Customer service complaints

l . Each utility shall make a full and prompt investigation of all service complaints made by its

customers, either whether made directly or through the Commission.

The utility shall respond to the complainant aaélef Me Commission representative within five

working days as to the status of the utility investigation of the complaint.

The utility shall notify the complainant aaélet Me Commission representative of the Final

disposition of each complaint. Upon request of the complainant or the Commission representative,

the utility shall report the findings of its investigation in writing.

The utility shall inform the customer of his ight o f appeal to the Commission should-the

i=esultso£tlieatikt3=~s-in=vestngat4anpreve-unsatisfactory-te4lie-eusteiiaer if d usE d th th

results of the utility's investigation or the final disposition of the complaint.

Each utility shall keep a record of all written service complaints received which shall contain, at a

minimum, the following data:

Name and address of the complainant;

Date arid nature of the complaint,

Disposition of the complaint

A copy of any correspondence between the utility, the customer, handler Me

Commission.
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6.

B.

2.

d.

3.

c.

2.

d.

e.

This record shall be maintained for a minimum period of one year and shall be available for

inspection by the Commission.

Customer bill disputes

l . Anv utility customer who disputes a portion of a bill rendered for utility service shall. prior to the

delinquent date of the bill. pay the undisputed portion of the bill and notify the utility's designated

representative that the unpaid amount is in dispute.

Upon receipt of the customer notice of dispute. the utility shall:

a. NotifV the customer within Eve worldnlz days of the receipt of a written dispute notice:

b. Initiate a prompt investigation as to the source of the dispute:

c. Withhold termination of service until the investigation is completed and the customer is

informed of the results, in writing if requested by the customer: and

Inform the customer of the right to appeal to the Commission if dissatisfied with the results

of the utility's investigation.

Once the customer has received the results of the uti1itv's investigation. the customer shall, within

Eve working days. submit payment to the utility for anv disputed amounts. Failure to make till]

payment shall be grounds for termination of service.

Commission resolution of service and bit] disputes

1. In the event a customer and utility cannot resolve a service or bill dispute. the customer shall file a

written statement of dissatisfaction with the Commission. Bv submitting a written statement of

dissatisfaction to the Commission, the customer shall be deemed to have filed an informal complaint

against the utility.

Within 30 days of the receipt of a written statement of customer dissatisfaction related to a service

or bill dispute. a designated representative of the Commission shall endeavor to resolve the dispute

through communications with the utility and the customer (written or telephonic or both). I f

resolution of the dispute is not achieved within 20 days of the Commission representative's initial

effort. the Commission shall hold an informal hearm2 to arbitrate the resolution of the dispute. The

informal bearing shall be governed by the followinsz mies:

a. Each party may be represented by legal counsel, if desired.

b. All such informal hearings may be recorded or held in the presence of a stenographer.

c. Each party shall have the opportunity to present written or oral evidentiary material to

su ort the 's osition.

Each party and the Commission's representative shall have the opportunity to cross-

examine each other party.

The Commission's representative shall render a written decision to all parties within give

woikimz days after the date of the informal hearing. The written decision of the

Commission's representative is not binding on 8I1V of the parties. and the parties shall retain

the riszht to make a formal complaint to the Commission
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3.

4.

8=Q;

2.

8 8

. . . _ . . .. . . . . .. . Vu. : . :  ; .

2.

3.

4.

5.

6.

The utility may implement normal termination procedures if the customer fails to pay all bills

rendered durinfz the resolution of the dispute by the Commission.

Each utility shall maintain a record of written statements of dissatisfaction and their resolution for

a minimum of one year and make such records available for Commission inspection.

Notice by utility of responsible officer or agent

l . Each utility shall file with the Commission a written statement containing the name, address

(business, residence, and petit»e8ieemailing) and telephone numbers (business and residence) of

at least one officer, agent, or employee responsible for the general management of its operations as

a utility in Arizona.

Each utility shall give notice, by filing a written statement with the Commission, of any change in

the information required herein within f ive days from the date of any such change.

Time-frames for processing applications for Certificates of Convenience and Necessity

1. This rule prescribes time-frames for the Commission's processing of any Application application

for a Certif icate of Convenience and Necessity . .

§jgQ..pursuant to this Article. These time-frames shall apply to applications filed on or after the

effective date of this rule

Within 30 calendar days after receipt of an application for a new Certificate of Convenience and

Necessity, or to amend or change the stars of any existing Certificate of Convenience and

Necessity, staffshall notify the applicant, in writing, that the application is either administratively

complete or deficient. If the application is deficient, the notice shall specify all deficiencies.

Staff may terminate cease its review of an application if the applicant does not remedy all

deficiencies within 60 calendar days of the notice of deficiency.

After receipt of a corrected application, staff shall notify the applicant within 30 calendar days if

the corrected application is either administratively complete or deficient. The time-frame for

administrative completeness review shall be suspended from the time the notice of deficiency is

issued until staff determines that the application is complete.

Within 150 days after an application is deemed administratively complete, the Commission shall

approve or reject the application

For purposes of A.R.S. §4l~1072 et seq., the Commission has established the following time-

frames:

a.

b.

7.

8.

Administrative completeness review time-frame: 30 calendar days

Substantive review time-frame: 150 calendar days;.

c . Overall time-frame: 180 calendar days.

If an applicant requests, and is granted, an extension or continuance, the appropriate time-frames

shall be tolled 8om the date of the request during the duration of the extension or continuance.

During the substantive review time-frame, the Commission may, upon i ts own motion or that o f

any interested party to the proceeding, request-asaspensienef suspend the time-frame rules.
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F.

2.

3.

4.

4 9

2.

3.

4.

5.

BJ;

4

Filing and availability of tariffs

1. Each utility shall f ile with the Commission, within 120 days after the effective date of new rules or

requirements adopted by the Commission. or within a shorter period ordered by the Commission.

tariffs that comply with the new mies or requirements adopted b y the Commission.

Each utility shall file with the Commission anv proposed changes to the utility's tariHs on File v\nth

the Commission, alone with a statement of iustilication supporting the proposed changes.

A utility's proposed change to the utility's tariffs on file with the Commission shall not become

effective until reviewed and approved by the Commission, except as provided for by law.

Each utility shall make its applicable tariffs available on its website and, upon request either in

paper form or in a readily accessible electronic format such as Adobe PDF.

Accounts and records

1. Each utility shall keep general and auxiliary accounting records reflecting the cost of its

properties, operating income and expense, assets and liabilities, and all other accounting and

statistical data necessary to give complete and authentic information as to its properties and

operations.

Each utility shall maintain its books and records in conformity with the NARUC Uniform Systems

of Accounts for Class A, B, C and D Sewer Utilities.

A utility shall produce or deliver in this state any or all of its formal accounting records and related

documents requested by the Commission. It may, at its option, provide verified copies of original

records and documents.

All utilities shall submit an annual report to the Commission, through the Utilities Division

Compliance Section, on a form prescribed by it. The annual report shall be tiled on or before the

15th day of April for the preceding calendar year. Repeias If the utility has received a report on the

u t i l i repared by a certified or licensed public accountant entheutility, if-any; the utility shall

aeeenapanythe1nclude a copy of the report with its annual report submission.

All utilities shall ile-withsubmit to the Commission through the Utilities Division Compliance

Section a copy of all reports required by the Securities and Exchange Commission.

Maps. All utilities shall file with the Commission a map or maps clearly setting forth the location and

extent of the area or areas they hold under approved certificates of convenience and necessity, in

accordance with the Cadastral (Rectangular) Survey of the United States Bureau of Land Management, or

by metes and bounds with a starting point determined by the aforesaid Cadastral Survey.

Variations, exemptions of Commission rules and-regalatieas. Variations or exemptions from the terms and

requirements of any of the rules included herein (Title 14, Chapter 2, Article 6) shall be considered upon

the verified application of an affected party to the Commission setting forth the circumstances whereby the

public interest requires such variation or exemption fr om the Commission rules andtegolatiens. Such

application will be subject to the review of the Commission, and any variation or exemption granted shall
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require an order of the Commission. In case of conflict between these rules aaéregulations and an

approved tari8` or order of the Commission, the provisions of the tariff or order shall apply.

Prior agreements. The adoption of these rules by the Commission shall not affect any agreements entered

into between the utility and customers or other parties who, pursuant to such contracts, arranged for the

extension of facilities in a provision of service prior to the effective dare of these rules.
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